Have a say in what we do and how we do it 

• Join the Residents Council 

• Join a Resident Group 

^ Read and comnnent to help us get our comnnunication right 

IB • Join the Residents Communications Panel 




Connect with others and learn new skills 

• Volunteer with us 



Help us grow as a connnnunity housing provider 

• If you are a resident, you can become a member and vote on things like 
who is on the board 

• Participate in the annual Tenant Survey 



get involved 




start a conversation with us 

• Connect with us on digital media, social media, email or SMS 



Connect with evolvehousing, 

stay tuned and 
share the experience 

We are excited to have a presence on Social and Digital Media. By connecting with us, 
you'll learn more about: 



events programmes to be more 

we offer involved in your 

community 

And if you're a tenant you can download tips on getting the most out of your 
tenancy. We are looking forward to having a conversation with our residents, 
neighbours and employees, families and friends. 




For more details: 

° log on www.evolvehousing.com.au 
o call 02 8862 1500 

° email: connect(5)evolvehousing. com.au 

We encourage you to take every opportunity to 

connect with us. 



Like us 

Facebook 



Follow us 



Twitter 

a 

Instagram 





+ 


Join us 


Google+ 




< 




Linkedin 



o 

YouTube 



Subscribe 



E-marketing 



How to read our digital annual report 

View our annual report as a downloadable flipbook, or go to www.evolvehousing.com.au/2014-annual-report for an interactive digital version. 
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About this report 



The Evolve Housing annual report is a narrative report in which we aim 
to communicate our organisation's story to our stakeholders. The annual 
report will focus on our activities during 2013-14 and how we as an 
organisation are delivering on our purpose. This includes: 

Setting out our organisational purpose and our objectives, as 
well as putting the strategies and activities in place to meet these 
objectives 

Discussing how our activities unfolded during 2013-14, how well 
we delivered against our strategic and business plan and how this 
compared to prior years. 

Reporting in a balanced manner sharing our successes and also the 
areas that could be improved. 

Being transparent and accountable for our audited financial 
performance during 2013-2014 including reporting on our 
performance against targets in our Business Plan and against 
previous years. 

Sharing our future goals, our strategy and expectations for the 
coming year 

Our audience 

Our annual report has been designed and written to cater for all our 
stakeholders which includes but is not limited to: 

Residents, applicants and recipients of our housing management 
services 
Communities 

Federal, state and local governments 
Employees 
Volunteers 



• Partners including support partners 

• Creditors 

• Corporate sponsors 

• Media 

• Members 

• Donors and potential donors 

• Funding agencies 

Acl<nowledgement 

Evolve Housing would like to acknowledge the traditional owners of the 
land on which we work. We pay our respects to their Elders, past and 
present, and the Elders from other communities who may be there today. 

Accessibility 

Evolve Housing's annual report is delivered in accessible formats to 
cater for our audiences, who have varied physical, educational and 
technological capabilities. The annual report design and digital format 
has been created to WCAG AA accessibility standards and features high 
contrast colours, readable text, captioned video and images. 

We have written the content in plain English that is easy to understand. 
It is available in text alternatives, such as a text only version, as a PDF and 
also in a digital format. 

Evolve Housing has a commitment to progressive enhancement for 
annual report content and file attachments, including a commitment 
to increasing the accessibility of third party content used in the annual 
report such as YouTube. 



Who we are 



Our vision, purpose and values 



Our Strategic Plan 



we developed a three year strategic plan that 
identifies the objectives and business goals critical to its delivery . These 
strategic objectives and goals are included in our annual business plans 
and individual Key Performance Indicators (KPIs). 

The objectives and goals are detailed in our Strategic Plan 2013-16 
named 'GESS', an acronym created for the four strategic objectives: 

• Growing the business 

• Enhancing business practice 

• Sustaining tenancies 

• Strengthening communities 

In this report, we measure our performance against our business plan 
objectives and KPIs for 2013-14, which are aligned with our three-year 
strategic Plan 2013-16 (page 21) 




• managing 146 properties under the Maintenance Outsource 
Program 

• managing 1,061 properties as part of the joint venture with 
Centacare Tasmania called Evolve Centacare 

• property acquisition and development 

• providing responsive and planned maintenance services on a 
property portfolio valued at $762.3 million* 

With our property portfolio we provide housing services and solutions 
that include social, adaptable and affordable housing. We believe 
everyone has the fundamental right to a home and our purpose is to 
meet the needs of those most in need. 

A honne is so nnuch more than shelter; 
it needs to be safe, secure 
and provide the opportunity 



Our property portfolio 




managing 1,471 properties owned by the NSW Land and Housing 'What is home?' 

Corporation (the public housing authority) J %^ Watch on our YouTube Channel: Evolve H ousing 

managing the leasing of 453 affordable housing properties 

* The property portfolio value is based on an average value of $350,000 per property multiplied by the 
managing 575 Leasehold properties (CAPMH - NSW government) number of Evolve Houslnq properties, properties manaqed on behalf of the NSW Land and Housinq 



managing 575 Leasehold properties (CAPMH - NSW government) number of Evolve Housing properties, properties managed on behalf of the NSW Land and Housing 

Corporation and fee-for-service properties. Leasehold properties are excluded. 



operty portfolio we provide homes to people on very 



properties 

ties owned bv the NSW Land and Housine 



through a supported network 
for a person to re-build their life and 
begin their 'journey home'. 



'What is home?' 



We are a community minded and community driven team 




Increase the number of our homes (managed and 
owned) and expand our service offerings. 



We maintain a priority focus on high need areas such as 
Metropolitan Sydney, while exploring opportunities in other 
areas. As a company we are nimble and responsive to 
opportunities whilst maintaining an appropriate risk 
profile. And continue to build on our competitive 
advantage of strong local relationships whilst 
making new partnerships to generate, develop and 
manage new social, affordable and key worker 
housing. 




Enhancing business practice / 

As a business be a leader in raising industry standards by ^^^^P^ 
being efficient, productive and responsive. Manage our 
financial resources to maintain stability and support 

growth and diversify funding sources by reducing reliance on 
equity from government. 

Have the culture, resources systems and processes in 
place to support delivery of our strategic objectives. 




Sustaining 
tenancies 



Support residents to sustain their tenancies. We 
will play a leading role in the provision of 
homelessness services in Metropolitan Sydney. 

We will understand and respond to the needs of our 
residents and be a best practice housing manager. 




Our Vision 



We aspire to be a major 



contributor to the relief of 



housing stress in 




Australia 



Strengthen 
communities 

Enhance and strengthen the 
communities in which we operate. 




We will build and strengthen the way in which 
we engage with our residents and partner organisations. We will 
participate in urban renewal programs and we will ensure our properties 
are fit-for-purpose, habitable and appropriate to the needs of residents. 



til* #4RHMvf^WM 




We are a community minded and community driven team 
living our values to make a positive change 




Our housing portfolio 

A map identifying tlie properties we currently manage across the 26 local government areas. 





Our beginnings 

Evolve Housing is the amalgamation of the former Cumberland Housing Co-operative Limited and 
Western Suburbs Housing Co-operative Limited. 

The merged entity Affordable Community Housing Limited was incorporated as a company limited 
by guarantee on 25 September 2007. In October 2012 Affordable Community Housing Limited was 
renamed Evolve Housing and continues to trade under this name. 



Evolve Housing is a Global Mark accredited, Tier-1 Nationally registered CHP that owns and 
manages 2,499 properties* in Australia, and houses over 6,847 people** who have been homeless 
or in housing stress. Evolve Housing works to deliver person-centred and sustainable housing to 
areas of high need such as social housing, affordable housing and the disability sector. 

Number of properties and people assisted, 2009-14 

^^^^^^^^^^^^1 1,896 

^DDQ-ir) 

itiwmtimmtimmiMimiitTtf^ 



|1,994 

2010- 11 itiifiifffitjitiift^^ 

2011- 12 A AA'Al^'^^^ 

itIiWiitiPtiiW 12 ? 

2012- 13 2,295 

tfftiitiitiiti^ 288 
tfiiWiitiifiiWf#f1^ 6,847 



Joint venture property nunnbers are not included, sucli as Centacare Evolve http://centacareevolve.com.au/ 

Approximate estimations based on average household size extrapolated to the number of properties, assuming similar property si 
portfolio is maintained over the five years 



Sustainable, accessible 
and community-centred 

As a community-minded and community-driven 
organisation, we are actively involved in housing projects 
and community initiatives that deliver sustainable design 
and provide for long term viability. Drawing on our sector 
experience and knowledge, we ensure housing designs 
provide functional longevity by being energy efficient, 
greener, accessible and adaptable. Our Supported 
Accommodation Innovation Fund (SAIF) developments 
are recognised to meet this criteria by achieving Livable 
Housing Platinum Level Compliance. Evolve Housing 
was the first under the SAIF initiative to be awarded the 
Platinum Performance Level compliance and has since 
achieved Livable Housing Guidelines Platinum Level 
compliance on other developments. 

Evolve Housing believes that the provision of community 
and resident engagement programs is as important as 
providing homes. Through partnership Evolve Housing 
has a 'Training People for life' program to help residents 
gain professional and life skills that can help them 
cross the social and economic divide. Residents have 
a greater opportunity to engage in their community 
promoting social inclusion and delivering positive social 
and economic outcomes that are both sustainable and 
beneficial to the community. 



Growing affordable housing supply 



Evolve Housing is well positioned through strong financial planning and risk 
management to maximise opportunities that increase housing supply in Australia 
and deliver our mission of being a major contributor to the relief of homelessness 
and housing stress. 

Evolve Housing recognises that CHPs need to play a greater role in the supply of 
housing which is reflected in our three-year Strategic Plan and annual Business 
Plans. Our Strategic Plan 2013-16 sets the foundation for this growth. 

During 2013-14 we planned to increase our property portfolio to 2,800 properties, 
however the scaling back of National Rental Affordability Scheme (NRAS) Round 
5 has negatively impacted the projected growth. Instead of increasing affordable 
housing by 325 properties in the past 12 months our affordable housing portfolio 
increased by 133 properties. As a result we did not meet targeted growth and our 
total number of properties in our portfolio was 2,499 for 2013-14. 

With our portfolio of properties we have been able to assist and provide homes to 
6,847 people who were homeless or in housing stress. 

The addition of 204 properties to our housing portfolio was achieved mainly through 
our fee-for-service business which is a key part of our high yield growth strategy: 

• 42 per cent growth in our affordable housing from the previous year 

• 115 of the 133 affordable housing properties added to our housing 
portfolio came from our fee-for-service business. 



Capital Properties 

Evolve Housing leases and manages capital properties 
from Housing NSW. These include existing public housing 
properties, such as Housing NSW stock for which Evolve 
Housing has long-term management responsibility, along 
with properties transferred to us from the government 
under the Housing Accommodation Support Initiative 
(HASI), the Crisis Accommodation Program and the 
Stimulus Program. 

Evolve Housing as a CHP is responsible for the allocations, 
tenancy management, property management, and 
responsive and planned maintenance. However, we 
retain all rental income. Housing NSW specifies rents 
through the Community Housing Rent Policy, which is set 
at 25 per cent of assessable income, plus 100 per cent of 
Commonwealth Rent Assistance (CRA). 



Properties by program, 2013-14 



Financial Year 


2013 


2014 


Tenancies by 
program 


Total 
no. 


% change vs 
last year 


No. increase 


Total 
no. 


% change vs 
last year 


Social 


1,400 


2% 


71 


1,471 


5% 


Affordable 


320 


139% 


133 


453 


42% 


Leasehold 


575 


0% 


0 


575 


0% 


Totals 


2,295 




204 


2,499* 





*excluding 146 Maintenance Outsourcing Program Properties (MOP) 




Leasehold Properties 

Aleasehold propertyisa private rental property owned 
by investors who lease their property to community 
housing organisations for the sole purpose of housing 
social housing eligible clients. Evolve Housing has a 
large number of leasehold properties that make up 
our portfolio. Leasehold properties is another way 
of Evolve Housing expanding our supply of rental 
accommodation. 

As a CHP Evolve Housing allocates community housing 
properties to eligible tenants from the Housing 
Pathways housing register (www. housingpathways. 
nsw.gov.au) 

Vested Properties 

Property title is vested with the CHP, however the 
NSW government holds a caveat on the title to 
protect its investment. A caveat acts as an injunction 
to the Registrar in the restraining of any registering of 
dealings with the land without the caveator's consent, 
in this case being the NSW government. Introduced 
in 2010 it gives CHPs the security to borrow from 
financial institutions to procure or develop affordable 
housing. 

Fee-for-service Properties 

Evolve Housing manages fee-for-service properties 
on behalf of property owners through a property 
management agreement or contract. The property 
management fee is based on the level of housing and 
property management services that we provide. 



Message from the Board Chair 



This is my first full year as the Chair on the board of Evolve Housing and 
this year there has been a focus on aligning the capability and capacity of 
the company to meet the growing and changing needs of the people we 
serve. 

We underwent a process of review with particular focus on our stewardship, 
organisational structure, board and senior management skills base. We 
were aware that there was a gap in some specific skill-sets and expertise 
that wll be needed to guide the company to deliver on future growth and 
successful operations in the immediate years ahead. The board endorsed 
a management plan that saw the appointment of three new General 
Managers and on-going reviews of board composition and performance. 
The company also went through a very rigorous and thorough accreditation 
where our internal processes, plans and systems were measured against 
internationally recognised standards. It is a credit to the management 
team and staff that we received a glowing report. Achieving Global Mark 
Accreditation for three years demonstrates competence, impartiality, 
performance capability and capacity to cope with business risks and 
opportunities to maximise the benefits for all our stakeholders 

There have been many highlights this year but for me personally, it is the 
recognition Evolve Housing and our CEO Andrea Galloway have received 
through the receipt of numerous awards and nominations for excellence 
from within and outside the sector. We have a clear direction for the 
future of Evolve Housing. Our purpose speaks of leadership and innovative 
housing solutions and the awards and nominations confirm we are 
delivering against those business goals and aspirations. 

Finally, it has been an important year in the future of Evolve Housing. The 




organisation has delivered a strong performance under the leadership 
of our CEO Andrea Galloway and her executive leadership team. I 
would also like to acknowledge and thank the staff, volunteers and our 
supporters for their part in contributing to the success of the company. 
It is the contribution that all of us make that will continue to make a 
positive difference in the lives of those who need it most. 




Paul Howlett 

Evolve Housing Chairperson 




ndrea Galloway accepting our 2014 WSABE 



tif tiL&t^ t ft f 1* >v 



management' program to our tenants at risk of losing their tenancy. 90 
per cent of those tenants that attended are no longer at risk of losing 
their home and potentially re-entering a life of homelessness. 

For me a personal highlight of the year was the development of the 
'Journey Home' continuum model which helped crystalise the journey 
community housing provides. The importance of the model is that it 
identifies not only the opportunities available to those who choose to go 
on this journey but also the role Evolve Housing as a CHP plays providing 
government with the opportunity to maximise the full potential of 
community housing. The 'Journey Home' is a person centred model as 
each individual will have their own journey, their own experience, quite 
different to someone else's but despite this the value both social and 
economic is apparent and more importantly quantifiable. We have been 
fortunate to have people who have been on this journey with Evolve 
Housing generously share their journey home, we encourage you to 
read or watch their inspirational stories. 

I passionately believe everyone has the fundamental right to a home, 
it's not just shelter, it's the support and community that comes with it 
that truly helps people on their Journey Home. My sincere thanks to our 
talented team at Evolve Housing and to all those that support us so that 
we can continue to make a positive difference in the lives of those who 
need it most. 




Andrea Galloway 

Evolve Housing CEO 



Our performance 

Our strategic objectives have enabled us to crystalise our 
purpose into definitive business goals that are measurable 
and provide transparency on our performance as an 
organisation. All business goals have set Key Performance 
Indicators (KPIs) to which the business and ultimately the 
employees are measured against during half yearly and 
annual reviews. 

The objectives and goals are detailed in our Strategic Plan 
2013-16 named 'GESS'. 

In 2013-14, Evolve Housing completed the first year of our 
Strategic Plan 2013-16. The table on page 24 summarises 
our goals, targets and results measured against our strategic 
objectives and also shows what we aim to achieve in 2014- 
15. 

For further detail on initiatives please refertothe respective 
sections 

• Resident Services 

• Strategic Growth 

• Evolve Realty 

• Commercial Operations 

• Corporate Services 

• Marketing and Communication 




How we performed to strategy 




4U Mt 



^evolve 

Communily minded, Communiiy driven 



3 Year Strategic Plan 
July 201 3 -June 2016 



Evolve Housing advances its mission to be 
a leader in ttie development and delivery 
of effective housing and support solutions 
to our diverse communities through: 



t ) Providing quality social and 
affordable housing services and 
solutions (including housing for key 
workers and the homeless) 



Providing educational, social and 
resident engagement programs for 
our residents 

Community regeneration 



Maintain a priority focus on IVIetro Sydney, whiie remaining 
open to opportunities in ottier areas 

Position ttie company to be nimble and responsive to 
opportunities wtiiist maintaining an appropriate risi< profile 

Build on our competitive advantage of strong 
local relationsfiips and make new partnerstiips to 
develop and manage new social, affordable and 
l<ey worker tiousing 



Manage our financial resources to maintain stability and 
support growtti 

Diversify funding sources by reducing reliance on equity from 
government 

Have systems and processes in place tfiat are capable of 
supporting delivery on our strategic objectives 

Have ttie culture and resources to acfiieve our strategic 
objectives 

Be a leader in raising industry standards 



Play a leading role in ttie provision of fiomelessness services in 
Metro Sydney 

Understand and respond to the needs of our residents 
Be a best practice tiousing manager 



strategic objective 



^growing the 
' business ^ 



Increase the number of 
our homes (managed 
and owned) and expand 
our service offerings 



enhancing 
'business practice^ 




sustaining 
tenancies 



r 



Be efficient, productive 
and responsive 



Support residents to 
sustain their tenancies 




How we performed to strategy 



Highlights 2013-14 

We grew our business 



6,847 A 



RESIDENTS A 

provided housing with 

• ••••• 

Ifffffff 




SURPLUS 

$ 106.4m 

EQUITY 

^ ^$179.1m 

REVENUE 

$1 37.9m 

^10% 



«13 



new dwellings providing 
accessible housing for 22 
clients of disability 
partners 



*290 

affordable housing, 
increased by 53 properties 



DAY TO DAY 

URGENT & 
RESPONSIVE 
REPAIRS RAISED 

^ 9% on last year 



We enhanced business practice 



10 



INDUSTRY 
RECOGNISED 

AWARDS 

2013-14 



2 



MAJOR FUNDING 

agreements with the NSW 
Government 




50% 

reduction in costs to 
the business 



$842,484 

saved on planned works and 
maintenance 



WON 
TENDER 

for Micro Apartments 




% 



of all responsive 
maintenance work 
audited 



achieved accreditation 
for three years 
201 4-201 7 and CHP 
National Registration 




We supported residents to sustain their tenancies 



DEVELOPED 

PERSON-CENTRED 
HOUSING 

Merv Wright House 
that provides for tenancy longevity 




accessible corporate website 
with online portals for 
residents to improve 
communication and access to 
tenancy information 



i • h • e • a • r 

a correspondence process and management system 

MM Communications 

■9 Complaints 

■a Requests 

El Compliments 

■S Feedback 



22 



% 



RENT ARREARS 

REDUCTION 

through Rent Arrears 
Management Systems 



We strengthened people and communities 



residents were engaged in our 

RESIDENT ACTIVITIES 



73 



of Kingswood tenants participated in 
Community Renewal and Partnership 
program, successfully eliminated 
community anti-social behaviour issues 



new dedicated Anti-Social 
Behaviour Officer as part 
of our commitment to 
community renewal 



SUCCESS 
RATE 

in sustaining 
at-risk tenancies 
through 
'money 
management 
program' 



'SIGN UP KIT' 

for residents 
^■iirr which includes the 
^^r^^ Residents' Handbook 



53* 

COMPLAINT HANDLING 
SATISFACTION RATE 

5% above the 
industry benchmark 



How we performed to strategy 



f Growing the Business 

Increase the number of our honnes (own and nnanaged) and expand our service offerings 



Goal 


Target 


Achievement 


Goal for 2014-15 


1.1 Maintain a priority 
focus in Sydney while 
exploring opportunities 
in other areas 


Grow our fee-for-service 
portfolio 


Established a dedicated fee-for-service 
Business Unit 


• Continue to expand the affordable 
housing portfolio with the successful 
completion of NRAS developments and 
management of properties 


1.2 Be responsive to 
opportunities and 
maintain an appropriate 
risk profile 


Develop six social, affordable 
and disability mixed tenure 
properties 


• Three developments completed 

• Two further in progress 

• Successful tender for three New Age 
Boarding House projects (NABoH) 


• Target new developments in high need 
areas 

• Complete three mixed tenure 
developments 


1.3 Build on our 
competitive advantage 
of strong partnerships 
for housing outcomes 


Create partnerships that 
position us to respond 
effectively to opportunities 
suchasNRAS&NDIS 


Completed projects with Achieve 
Australia, Northcott, Royal Rehab and 
Life Time Care and Support Authority 


• Expand into larger-scale residential 
developments through partnerships 

• Strengthen networks of expertise and 
partnerships around NDIS 




Create three new partnerships 
with disability support groups 


• Established partnerships with Pacific 
Link Housing and Western Housing 
for Youth. 

• Leadership role on Western Sydney 
Homeless Connect 2014. 


• Continue emphasis on partnership and 
merger opportunities. 

• Establish partnering arrangements with 
disability support organisations 

• Management of Western Sydney 
Homeless Connect 2015. 




Grow, own and manage a range 
of dwelling types 


• Increased our portfolio of NRAS 
properties to 290 

• Increase our portfolio of adaptable 
properties 


• Grow private market rental to 1,000 
properties 

• Work with disability providers to increase 
housing 



How we performed to strategy 



Enhance Business Practice 



Goal 

2.1 Manage 
our financial 
resources 
to maintain 
stability and 



Target 

Be open to new 
financially feasible and 
viable opportunities in 
support of our purpose 
Enhance policies. 



support growth procedures and 



processes in line 
with strategic growth 
initiatives 



Be efficient, productive and responsive 

Result 

• Established partnerships to generate new and diversified 
funding streams 

• Applied Livable Housing Design Guidelines to 
developments 

• Achieved highest level of Global Mark Accreditation 

• Completed gap analysis against Business Continuity and 
WHS Management Systems 



Review our Maintenance • In partnership with SR Construction implemented a 

program to deliver cost maintenance program that reduced the average cost of 

efficiencies repair 

• Delivered maintenance program for government 



Participate in Shared 
Equity pilot 

2.2 Diversify Deliver additional fee- 
funding sources for-service revenue 
by reducing streams and manage a 
reliance on comprehensive property 
equity from management portfolio 
government 



Drafted contracts for Shared Equity projects 



Increased our portfolio of NRAS properties to 290 
Awarded a Maintenance Outsource Program (MOP) 
tender 



Goal for 2014-15 

Develop a comprehensive Investment 
Strategy 




• Implement the Standards based on 
gap analysis 

• Implement NSW Disability Service 
Standards 

• Implement company approach 
to comply with Australian Privacy 
Principles 

Continue to develop efficient and 
effective models around both responsive 
and planned maintenance 

Establish pilot programme for shared 
equity arrangements with existing tenants 

Establish public-private partnerships and 
joint ventures that are aligned to our 
strategy and purpose 



Goal 



Target 



Result 



Goal for 2014-15 




Goal 


Target 


Result 


Goal for 2014-15 


2.4 Have 
appropriate 
systems and 
processes in 


Ensure access to effective systems 
and technology 


• Ensured teams were equipped with 
technology to perform their roles 

• Implemented data management 
systems to facilitate effective property 
management. 


• Perform a future proofing exercise across the 
entire business 

• Implement robust documentation control for 
all services 


place to align 
to strategy and 
purpose 


Risks are appropriately identified, 
reported, monitored and 
managed. 


Quarterly Internal Audit conducted with 
risks identified and controls put in place 


Develop and manage an up to date Risk Register 
for all services and also per project 




Ensure we have effective policies 
that meet social outcomes 


Audited and passed external audit process 


Continuous business improvement around all 
policies 




Review of risk management policy 
and processes 


Completed comprehensive review of Risk 
Register 


Reduce all risk ratings and complete further 
comprehensive operational risk review 




Conduct internal audit with 
review of at least 50 per cent of 
internal audit areas 


Completed internal audit 


Develop record management protocol and system 
across the business 




Implement project plan to retain 
National Registration and gain 
Global Mark Accreditation 


• Gained Tier 1 National Registration 

• Completed project plan and achieved 
Global Mark Accreditation to the 
highest standards valid for three years 
(2017) 


• Retain Tier 1 National Registration 

• Achieve NSW Disability Service Standards 
accreditation 

• Achieve compliance with Australian and New 
Zealand standards across key operational areas 




Adopt best practice approaches 
to identify and manage key ICT 
risks to the company. 


Updated all ICT security systems 


Undertake a Future Proofing Business Technology 
Review. 


2.5 Be a leader 
in raising 
industry 
standards 


Cultivate relationship with 
industry thought leaders and 
public officials at local, state and 
federal government levels 


Developed networks in government, 
corporate and community sectors for 
business development, advocacy and 
strategy functions 


Implement a Social Impact framework to measure 
and evaluate the social value and impact of 
our services to stakeholders, communities and 
government. 




Produce Evolve Housing annual 
report 


Annual Report completed and awarded 
PwC Most Improved for Transparency 


Explore corporate partnerships 



How we performed to strategy 



Sustaining Tenancies 

Support residents to sustain their tenancies 



Goal 

3.1 Play a leading 
role in the provision 
of homelessness 
services in Metro 
Sydney 

3.2 Understand 
and respond to 
the needs of our 
residents 



Target Result 

Strengthen partnerships Completed a person centred 
with supported housing innovative disability housing model, 
providers Merv Wright House, developed in 

collaboration with Northcott 



Monitor resident Worked with the NSW Federation of 

satisfaction level Housing Associates to implement the 

Annual Tenant Satisfaction Survey to 
collect data on satisfaction rates with 
Evolve Housing services. 
Establish a Rent Arrears Rent Arrears Management team 
Management established with 22 per cent 

reduction in arrears 
Reduction in vacant Increased number of NSW Civil 
properties and and Administrative Tribunal (NCAT) 

tenancies hearings to support residents to 

remain in their properties 



Management 

Reduction in vacant 
properties and 
tenancies 



Goal for 2014-15 

• Focus on increased involvement in community 
engagement and collaborating with other service 
providers in a consortia environment. 

• Participate in networks, panels, boards and forums with 
the focus on directing strategy of our organisation 

• Report on and communicate the results of tenant survey 
to implement process reform where necessary. 

• Further target resident engagement activities to inform 
the development of a social impact measurement 
framework 

Engage residents suffering financial hardship in our money 
management training to assist in preventing homelessness 

Increase awareness and access for our tenants to various 
forms of relevant tenant data so they can make more 
informed decisions 



Conduct quantitative Delivered SMS Broadcast messaging 
and qualitative research on programs and information 
to profile residents to 
deliver targeted and 
relevant communication 



Expand the use and range of our website and other digital 
and social media channels 



Strengthening Communities 

Enhance and strengthen the connnnunities in which we operate 



4.1 Build and strengthen 
the way in which we 
engage with our residents 



4.2 Ensure our properties 
are fit for purpose, 
habitable and appropriate 
to the needs of residents. 

4.3 Engage with partner 
organisations 



Target 

Progress the Residents 
Council roles and 
responsibilities 
Increase the number 
of local resident groups 
(LRG) 

Increase resident 
participation and training 



Result Goal for 2014-15 

Each member of the council attended Establish advanced governance and 

professional development courses relating to induction models for the Residents Council 
communication and meeting 

Established one new local resident group Establish six new local resident groups 



Undertake ten activities 
and provide training 
courses for residents 
Implement the Asset 
Management Plan 



Engage with like-minded 
community housing and 
other organisations to 
work together to reduce 
homelessness and 
housing stress. 



Establish advanced governance and 



• Established an exclusive training facility 

• Partnership with Astute Training expanded 
to multiple programs for our tenants 

• Completed a wide variety of resident 
engagement activities and provided 
training courses to our residents 

Ten activities completed 



Asset Management Plans implemented 



Establish six new local resident groups 
across our property portfolio 

Deliver targeted programs based on local 
community needs and increase the number 
of activities across the portfolio 



Applied collaborative partnering approach to 
deliver person centred housing models for 
clients of disability support providers 



Actively engage Residents Council in the 
delivery of person centred engagement 
activities 

• Implement an enhanced Strategic Asset 
Management Plan 

• Apply Livable Housing Design solutions 
in new disability housing developments 

• Participate in partnership and 
consortium arrangements aligning with 
strategic objectives and purpose 

• Engage with the private sector to deliver 
improved financial models 




Awards 



During 2013-14 Evolve Housing is proud to have been recognised for 
numerous commercial, industry and sector awards. 

2014 

• 2014 Telstra Business Womens Award Nominee: Evolve Housing 
CEO, Andrea Galloway 

• 2014 NSW Chamber Business Awards: Regional Winner 

• 2014 WSABE (Western Sydney Awards for Business Excellence) 
Award for Excellence in Business 

• 2014 Powerhousing Australia Awards: Rising Star Award - Alicia Le 
Roux, Evolve Realty Contracts Officer for her management of the 
NRAS 

2013 

• 2013 Australasian Reporting Awards: Bronze Award for our Annual 
Report 2012-13 

• 2013 PwC Transparency Award: Most Improved Charity for our 
Annual Report 2012-13 

• 2013 Australasian Housing Institute (AHI) Awards - Leading Asset 
Management Award 

• 2013 NSW Federation Housing Award - Excellence in Portfolio 
Management 

• Awarded the high level Platinum Liveable Housing Compliance 
for disability housing projects: Merv Wright House and Smalls Rd 
Properties (Partnerships with Disability Support Agencies) 

• 2013 NSW Disability Industry Awards finalist - Innovation in 
Independent Living 
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Australia's Housing Bubble: 
The Sky Is The Limit 

A review of the Australian housing market 

This section of the report reviews the housing market and housing 
affordability trends. It describes the challenges facing lower-income 
families and socially disadvantaged people in accessing social and 
affordable housing, and examines the impact of homelessness. 

During 2013, most housing markets showed dampened construction 
rates, reflecting an investment environment of relative uncertainty and 
risk aversion. ^ 

A widening gap 

Demand for social housing remains high and supply is not keeping up, 
with the result that the private rental market is the primary source of 
rental housing for most who would qualify for social housing.^ Living in 
unaffordable housing means these people are spending a large proportion 
of their income on rent. This means that trade-offs must be made on other 
essential items. Medicines, dental health and fresh food, for example, are 
often sacrificed, leading to ill health. 

The National Housing Supply Council (NHSC) says in its 2013 state of 
supply report that "despite the addition of over 20,000 units to the 
housing market, social housing's share of housing stock increased little 
and will decline quickly without continued investment." 

There are 217,000 people on social housing waiting lists in Australia.^ A 
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Did you know? 



• Close to 1.6 million Australian households (18 per cent of 
total) are in housing stress. 

• The demand for public housing is projected to be 31 per cent 
higher in 2024 than in 2009. ^ 

• There is a shortage of 539,000 private rental dwellings that 
are both affordable and available to those living in the bottom 
40 per cent of income. ^ 

• If Australians in 2011 had the housing consumption patterns 
they had in 2001, they would occupy an additional 284,000 
dwellings.^ 

• 42 per cent of CRA recipients pay more than 30 per cent of 
their income on rent. ^ 



significant proportion of them are in greatest need (people who are homeless 
or at risk of homelessness, whose life is at risk, or current dwellings are not 
appropriate for health reason), and can wait up to two years to get a social 
housing placement^ others up to 10. 

The trend towards smaller households also contributes to demand for more 
dwellings. The number of households in Australia is projected to increase 
from 7.8 million to 11.6 million by 2031, an increase of almost 49 per cent. " 

Housing stress 

Rents have been rising faster than income. Between 2003-04 and 2009-10, 
the amount Australians spent in rent increased by 55 per cent. " Across the 
decade until the end of 2011, average earnings have only increased by 58 per 
cent whilst rents are up 81 per cent. 



The proportion of Australian households in housing stress' has 
increased, from 14 per cent in 1994-95 to 18 per cent in 2011-12. 
Of these, two in five (42 per cent) were low-income households. ^ 

What we are doing 

Evolve Housing provides people under housing stress with 
affordable housing through our existing programs, including social, 
affordable, supported and emergency housing. Rents are priced so 
that tenants can afford basic living costs such as food, clothing, 
transport, medical care and education. Our supported housing, 
for example, is a three-way partnership between Evolve Housing, 
support providers and their clients, which includes aboriginal 
people, people with mental illness, victims of domestic violence, 
refugees and migrants. We offer housing for the clients on a short 
to medium-term basis while the agency working with the clients 
provides for their support needs. 



Did you l<now? 

• The lowest level of overcrowding in social housing was 
found in community housing (2 per cent), followed by 
public housing (4 per cent). ^ 



• The highest level was in indigenous households, where 
1 in 10 households were deemed to be overcrowded. ^ 



• The lowest levels of under-occupancy in social housing 
were in community housing (12 per cent), followed by 
public housing (17 per cent). ^ 



* Households on the lowest 40 per cent of household incomes who spend more than 30 per cent 
of their income on housing costs. 
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Housing type that matches household size 

The suitability of dwellings to appropriately 
accommodate household size continues to be a 
challenge. Housing NSW reports that only 67.6 per 
cent of public housing households match the size of 
the dwelling. ^ 

Overcrowding of dwellings increases the stress on 
kitchens, bathrooms, laundry facilities and sewerage 
systems. This in turn increases the risks to health of 
residents. 

Meanwhile, under-occupancy happens when the 
dwelling size is larger than required to adequately 
house the household and indicates an inappropriate 
match of dwelling stock to household size and a level 
of inefficiency in social housing use. 

What we are doing 

Evolve Housing follows a stringent allocation process 
to ensure our tenants are appropriately allocated to 
the housing that fits their household size. Residents 
experiencing overcrowding or under-occupancy due 
to any changes in circumstances can submit transfer 
request. Our housing managers conduct regular 
resident visits and through these visits identify 
overcrowding or under-occupancy and take the 
necessary steps to alleviate them. 




iwiaa « iiiiliiaiiMW» ii 

Sydney District |^|t|ff f f f ffff 4,188 —I^KIUBH^B 

Soutli Eastern Sydney District l^l^fffff f f f f ^ 

Nortliern Sydney District |^'jf'f''jj^'f^ 2,328 
South Western Sydney ff itjtiltiHri^^ 12,530 
Western Sydney iH^ltitlMHHrW^ 
Nepean Blue Mountains 

Central Coast /jpi'/jp^^ii^^/jp^ 2,589 
Hunter New England WltjHMHMHHHrtf 
Mid North Coast 1^1*^^!^ 1,967 

Northern NSW f'i^'jHHHHH^^'^^^ 
lllawarra Shoalhaven |^ffffffff 1^3,391 
Southern NSW 'jf^'jff 1,261 

• • • • 

Murrumbidgee If^lf^ 1,268 

Western NSW 2,022 
Far west 1*129 

The wait list by allocation zone - as at December 2013 

Source: Department of Family and Community Services, Expected waiting times for 
Sociai l-lousing, December 2013. 



Housing that meets the needs of the disabled and 
aged 

There are four million people in Australia with a disability. ^ Due 
to a lack of options in the housing market, they face additional 
costs of living to modify their current accommodation, 
purchase personal care and other support services. 

Older people face similar problems. Generally, older people 
need more help and support in their daily lives. People aged 
55 and over are also at a higher risk of becoming homeless, 
with the lack of affordable housing being cited as the main 
cause. " 

What we are doing 

Evolve Housing consistently delivers high quality housing 
that is person-centred, accessible and adaptable for aged 
and people with disability. Our disability housing project 
Merv Wright House in North Parramatta— funded under 
the Supported Accommodation Initiative Fund (SAIF)— was 
awarded the Platinum Liveable Housing Rating. 

We work towards a mixed tenure housing developments 
that combine adaptable housing, disability housing and 
in some cases key worker housing. This enables aged and 
disabled tenants the opportunity to become a member of the 
community, form support networks and become more self- 
reliant. Read more about our disability housing projects on 
pg 104. 



Did you know? 



• One in 10 people with a disability live in social housing, compared with 
almost 4 per cent of the total population. ^° 

• People aged 55 and over make up 25 per cent of Australia's population. " 

• 14,851 people aged 55 and over were experiencing homelessness on 
Census night 2011. 



Homelessness 

The NHSC stated that the lack of suitable low-cost housing is the key cause 
to homelessness. " There are currently 105,237 people in Australia who are 
homeless. 28,191 of them are in NSW - more people than any other state. 

Studies have shown that addressing homelessness reduces costs to government. 
People experiencing homelessness are heavy users of government services 



Where do the homeless stay? 




I other temporary lodging 
I "Severely" overcrowded 

^ Improvised dwellings, tents or sleeping out 
I Staying temporarily with other households 

I Boarding houses 

I Supported accommodation for the homeless 
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Why are they homeless? 




I Domestic and family violence 
I Financial difficulties 
I Housing crisis 
H Other reasons 

^ Housing affordability stress 

I Relationship or family breakdown 

I Inadequate or inappropriate dwellings 



Source: Department of Family and Community Services, Expected waiting times for Sociai 
IHousing, December 2013. 



Did you know? 

• Broken down into economic, educational, health and community 
inclusion costs, the total value per year from community housing 
is estimated to be close to $180 million. ^ 

• Homeless children are ten times more likely to experience time in 
out-of-home care. This can result in an associated additional cost 
per child of $3653 per year ^ 

• A study by KMPG showed that for every $1 dollar spent on social 
housing, $1.30 is added to the economy. 



such as health, justice and welfare services. Annually the government 
spends $15,000 on average on such services on each Australian. 
However, people experiencing homelessness cost almost $30,000 
more for the same services. 

Providing affordable accommodation and support services to someone 
who is homeless frees up resources that can be used to meet other 
community needs. 

What we are doing 

Evolve Housing received a $10,000 funding grant from Parramatta City 
Council for a program to assist homeless people in the community 
over a 12-month period. Under the 'Kick Start' project, we deliver 
much-needed emergency relief to the increasing number of people 
experiencing primary and secondary homelessness in the Parramatta 
local government area. The program will help to address the practical 
needs experienced by homeless people, by providing basics like 
personal hygiene kits. 




Australia's Forgotten 
Households and 
their Journey Home 

Australia is facing a housing crisis and we can't ignore the growing problem 
of a shortage of affordable housing and the increasing number of households 
it affects. Australia's home shortage now affects families up and down the 
income scale. The high cost of buying or renting a home in much of the 
country is squeezing household budgets like never before. 

Australia's poorest families have suffered from the inadequate supply of 
good affordable housing for some time, with the average wait for social 
housing being over 10 years. In recent years the increasing numbers of low to 
middle income families frustrated at their housing options has dramatically 
increased. This group of forgotten households is significant and growing 
rapidly. As a CHP, we are overtly aware that the current housing supply does 
not meet the housing needs of today or of the future. 

With grants and government funding tightened, a sustainable affordable 
housing plan is required to meet Australia's growing forgotten households. 
CHPs, such as Evolve Housing, recognise a greater role in the supply of social 
and affordable housing is needed. The Evolve Housing 'Journey Home' 
continuum model has been developed to help strengthen households and 
communities by delivering a sustainable affordable housing supply. 

We continue to see the devastating effects of unaffordable housing every 
day, more and more vulnerable people are pushed into debt or unable to 
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access a decent home. This group includes people who cannot 
find adequate housing and are further up the income scale, they 
are on low to middle incomes providing essential services to the 
community like teachers, nurses, and childcare workers. As a CHP 
we are at the forefront, we hear the voices of ordinary Australian 
households, their stories of struggling to find enough money for 
basic items like shelter and food. 

The results from the 2014 Anglicare Australia Rental Affordability 
Snapshot show that despite an increase in properties available in 
the private rental market during 2014, people with low incomes, 
such as recipients of government payments and minimum wage, 
are still unable to afford costs of the Australian rental market. 

The rate of home ownership in Australia is being sustained at 
about 70 per cent of households in private dwellings by the high 
rate of ownership of the present generation of older people. As 
time progresses, it now seems certain that the aggregate rate 
of home ownership will drop and the proportion renting will 
increase significantly. 

Deteriorating affordability and the failure of housing supply 
to keep pace with underlying demand has also likely slowed 
the historical trend to smaller households. There is also 
some evidence of increased overcrowding, especially in more 
disadvantaged segments of the housing market. These trends are 
likely to continue unless there is an increase in the supply of low- 
cost rental housing. 

While the majority of the population is able to access adequate 



Did you know? 

• 66 per cent of housing and homeless services report struggling to meet 
demand 

• Over 60 per cent of not-for-profit community service organisations listed 
housing and homelessness services as those for which their clients had' 
the highest need 

• 61 per cent said improving housing availability and affordability is the 
top policy priority 

• 62 per cent said waiting times for housing and homelessness services 
had increased since the previous 12 months 



housing, the 2011 Census shows the number of people experiencing 
homelessness or living in marginal housing increased between 2001 and 2011 
from 95,314 to 105,237. 

The largest increase was for people living in severely over-crowded dwellings. 
Whilea myriadof social issues underlie homelessnessandthe use oftransitional 
housing, the lack of available suitable low-cost housing contributes to people 
living in these circumstances. 

Housing suitability and affordability 

Housing affordability is increasingly beyond the reach of the ordinary 
Australian household with average earnings only increasing by 58 per cent, 
rents up 81 per cent and housing prices also up 87 per cent since 2011. At 30 
June 2012 Housing NSW reported 55,000 applicants were on the waiting list 
for social housing. 

With industry moving west due to high commercial rents over 40 per cent 
of those on the social housing waiting list are in Greater Western Sydney. 



The average waiting time as of 31 December 2013 for social housing is 
currently 10 years. Unless something is done the waiting list for NSW 
alone is projected to grow by 60 per cent to more than 86,000 by 2016. 
With demand not meeting supply low income households are forced 
into the private rental market and struggle to find accommodation 
that is both suitable and affordable. Suitability is defined as matching 
household type to property type. A newly analysed Australian Bureau 
of Statistics (ABS) census reveals that almost 41,370 people live in 
severely crowded accommodation and of those 18,000 are born 
overseas— either immigrants or visa holders. In 2011, 21,000 were 
living in a house of 12 people and an average example of overcrowding 
was eight people to a dwelling that can be a house, apartment or 
homeless shelter. 

The primary findings of the nationally aggregated data in the 2014 
Anglicare Australia Rental Affordability Snapshot further support that 
the housing affordability gap is widening. 

Overall national aggregate 

• Single people on government payments are seriously 
disadvantaged in the housing market, with less than one per 
cent of the listed 62,000 properties rated as suitable. 

• Single people on minimum wage would find 3.2 per cent of listed 
properties suitable if they had two children {n=l,992) and 4 per 
cent if they were living on their own. 

• Couples fare marginally better, with 12.2 per cent of properties 
suitable for a couple with two children on minimum wage 
(n=7,639). The same family composition on Newstart would 
have access to 1.4 per cent of the available listing (n=883). 

• Age Pensioner couples would find 3.6 per cent of properties 



suitable (n=2,232) on the Snapshot day. 

Households commonly affected are classified by using a 30/40 rule, 
meaning those spending more than 30 per cent of their income on 
housing, while earning in the bottom 40 per cent of the income range. 

Affordability trends in 2014 

Australian Institute of Health and Welfare (2013), Housing Assistance 
in Australia, Canberra has carried out many studies over the years to 
examine the Australian housing crisis. The benchmark used is that 
affordable housing is housing that costs no more than 30 per cent of 
income, based on this benchmark it is estimated more than 12 per cent 
of all Australian households are in housing stress, with an additional 6 
per cent in severe housing stress. Combining those in housing stress 
and severe housing stress there were 1.6 million Australians who 
experienced difficulty paying rents last year, many of whom were living 
on a low income. 

Helping people on their Journey Home 

As a CHP, we have looked at the needs of Australian households and 
the cost of government subsidies and, as a result, have developed a 
sustainable housing growth continuum model called 'The Journey 
Home'. 

The 'Journey Home' is person-centred, matching household need to 
an appropriate type of social or affordable housing and also helps the 
residents gain economic independence. 

Each person's journey is unique. We acknowledge for some they may 
not progress beyond stable social housing. However, housing of a 



homeless person may have a positive effect on health, criminal 
reform and increases their prospect for employment. 

A homeless person costs the Commonwealth government 
$30,000 more a year than a person who has permanent and 
stable housing. Reducing their reliance on other government 
subsidies helps them gain employment, education and ultimately 
improves the quality of their family life. These people may be 
able to move on to affordable housing and to a type of private 
rental that has a low government subsidy. 

Households on this journey can eventually even realise the 
great Australian dream of home ownership through shared or 
supported home ownership schemes. As they progress along the 
continuum they are less dependent on government subsidies, 
thus reducing the cost to our economy with positive social 
outcomes for our community. 



The Journey Home 



Throughout our annual report we will feature stories from real life tenants of Evolve Housing who have generously shared the story of their Journey 
Home. Their stories are inspirational and demonstrate that housing is so much more than just a shelter. It provides safety, security an opportunity 
through a supported network for a person to re-build their life and begin their 'Journey Home'. 



Community Housing 
Pubiic Housing 
Aboriginal Housing 




Economic independence and social participation 
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Government subsidy 



Social Housing Types 




Affordable Housing Types CHP Owned 


• Crisis 




• 74.9% of Market Rent 


• Tronsitionai 






• Supported 




Developer +DA 


• Low Income 




• AHRSEPP/SEPP65 






• Uplift in FSR 


Features 




• 80% of Marl<et Rent 


• 25% of Gross Household 




• 10 Years 


Income 










Developer + NRAS 


Eligibility 




• Annual Incentive 


• Centrelinl< 




• Fed 7K/ State 3K 


• NSW Housing Pathways 




• 80 % IVIarket Rent 


• Federal Commonwealth 




• 10 Years 


Rent Assistance (CRA) 




• Reporting 






• FFS - Evolve Housing IVIanage 






Eligibility 






• Very Low to Moderate Gross Income 



Strengthening Communities: 

• Provides secure homes in communities 
for individuals and families to live in 
privacy and dignity 

• Offers stability where children can 
thrive and achieve optimal education 
outcomes 

• Greatly enhances health and well being 

• Establishes a strong foundation for 
employment and asset and wealth 
creation 




Person centred social outcomes 

• Direct individual economic benefits 

• Broader education 

• Health 

• Employment benefits 

The social return on investment is the 
positive impact on the economy and the 
strengthening of 
communities. 



Training & development Access to employment Maintenance & Upgrades 



Mixed Tenancies 



Efficiencies Social Return 



Journey Home 




I 'My Journey Home: Noel's 
Watch on our YouTube Channel: Evolve Housing 




Journey Home Case Studies 

Noel's Story 

Noel arrived in Australia as a refugee from Rwanda. Isolation, poverty 
and the fear of becoming homeless plagued his early years in Australia. 
Despite ongoing life challenges, Noel persisted. Five years ago Evolve 
Housing gave Noel and his young family a home, and a place to flourish, 
and flourish he did. 

This is his story. 

My name is Noel, I am 30 years old. I was born in Rwanda and 
arrived in Australia in 2006 as a refugee. I was placed in temporary 
accommodation when I arrived. As a refugee, housing was the biggest 
issue we had to overcome. A case worker referred me to Evolve Housing 
and I submitted an application in October 2006. 1 was on the waiting list 
for three years. It was a long and arduous wait. I was faced with the 
challenge of learning to adapt to a new life in a new country, while 
studying and having to pay market rent. 

Our application was finally accepted and we became an Evolve Housing 
resident in 2009. It was a huge relief. I continued with my studies, 
completed my diploma and then Bachelor's degree in Social Welfare 
and Health. To support myself and my family, I worked as a case worker 
with the Salvation Army while I was a student. After I finished my 
studies, I got a job at St Anthony's family care. 

As an Evolve Housing resident, we felt safe and secure. Maintenance 
was well managed and communication with the staff was very effective. 
We had a good relationship with our housing managers and were 



always able to voice our concerns and have 
them addressed. 

My wife and my vision has always been to 
one day become independent. Although 
we could stay as long as we wanted in 
community housing, we were determined to 
move on and contribute to the country that 
has welcomed and taken us in. We are very 
grateful for what Evolve Housing has done 
for us, but once we started working and have 
saved enough money, we knew it was time 
to leave. There are other people who need 
the place more than us, and we want Evolve 
Housing to be able to help them, just like how 
it helped us. 

I am now a community development officer 
at Saint Anthony's Family Care and work 
mostly with migrants and refugees. I like my 
job because I am able to help people who 
are like me when I first arrived in Australia. 
I know how hard it is. I am also completing a 
Master's degree in Policy and Social Research. 
During my spare time I coordinate events in 
my community as a community leader 

My wife and I have two kids and we are 
planning to purchase our own property next 
year. 



"\ like my job because I am able 
help people who are like me 
when I first arrived in Australia. 
I know how hard it is'' 

- Noel 



Our Board and Management 



Board of Directors 

In addition to individual staff with the skill and capacity to oversee and 
manage development and partnership projects. Evolve Housing has 
a skilled based Board of Directors drawn from corporate, community, 
development and construction backgrounds. The board are actively 
involved in overseeing, monitoring and assessing the performance of the 
organisation and contributing to the development of strategic objectives. 

The integrity of the board and its processes is maintained through a 
robust induction process and detailed governance documentation, 
including clearly defined roles, governance procedures and performance 
evaluation, and clear protocols for conflict management. 




Rosemary Bishop (Deputy chair) 

MBA, BA(Hons), Dip ED, GMAICD, 
Prosci Change Management 

Skill area: Social Policy, Organisational Development, 
Change Management, NFP 

Member: Governance, Nomination and Remuneration 
Committee; Partnership & Alliance Committee 



Rosemary is the CEO of 3 Bridges Community. Prior to 
that, she was the CEO of Mamre Plains -a Sisters of Mercy 
project. Rosemary is also a Director of Interdependent, a 
consultancy service that provides change management, 
coaching and strategic planning. 



Paul Howlett (Chalr) 
Bachelor in Engineering 



Skill area: Engineering and Management, Government, 
Private and Not-For-Profit (NFP) 

Member: Governance, Nomination and Remuneration 
Committee; Asset Development & Strategic Growth 
Committee; Audit & Risk Committee; Partnership & 
Alliance Committee 

Paul is Joint Managing Director of Wright Corporate 
Strategy (WCS). Paul joined WCS in 1997 and specialises 
in policy, strategy and procurement in the environment 
and waste management sectors. Paul has over 40 years' 
experience advising all levels of government and the 
private sector as well as not-for-profit organisations such 
as the RSPCA, EcoForum and Evolve Housing. 



Alan Zammit 

BBUS, ALGA, FCPA, FAICD, LRCA 

Skill area: Urban, Regional and Community Development, 
Stakeholder Management 

Member: Asset Development & Strategic Growth Committee 

Alan has over 40 years' experience in urban, regional and 
community development and is a director of ASX listed FKP 
Property Group. Alan was responsible for the planning and 
development of Norwest Business Park and chairs Norwest 
Association Limited. Alan is a director of Caprock Limited and 
Wentwest Limited, chairs the University of Western Sydney 
Board of Trustees 'Audit and Risk Management Committee 
and is an independent member of various Audit and Risk 
Committees including NSW Land and Housing Corporation 
and the NSW Department of Planning and Infrastructure. 



David Borger 

Bachelor in Economics 
(appointed in November 2013) 

Skill area: Government, Public Policy, Economic Development, 
Partnerships Chair: Asset Development & Strategic Growth 
Committee 

Member: Partnership & Alliance Committee 

David is the Western Sydney Director of the Sydney Business 
Chamber Prior to entering public life, David worked as an Urban 
Planner and adviser to the Minister for Planning. At 30 years of 
age he became the youngest person to hold the office of Lord 
Mayor of Parramatta, where he served for three terms. In 2007, 
Borger was elected to represent the Granville electorate in the 
NSW Parliament. He served as Minister for Western Sydney, 
Minister for Housing and Minister for Roads, as well as Assistant 
Minister for Transport in the NSW government. 



Dr Robert Lang 

Pli.D, Baclielor in Engineering, BSc 
(appointed in November 2013) 

Skill area: Government, Change and Risk Management, Urban 
Regeneration, Property Development, Stakeholder Engagement 

Member: Asset Development & Strategic Growth Committee; 
Audit & Risk Committee 

Dr Robert Lang was the CEO of Parramatta City Council and 
also has over 13 years' experience as Chief Executive Officer 
at Sydney Harbour Foreshore Authority and Pacific Power. 
He has significant experience as a director and has been a 
member of 13 Boards of Directors, including not-for-profits, 
private companies and government statutory authorities. 



Rhonda Hawkins 

BSC, Master of Public Policy, AlCD, FAICD, AFAIM 



Skill area: Strategic Planning and Risk Management, 
Finance, Corporate Governance, Corporate Strategy and 
Services Chair: Governance, Nomination and Remuneration 
Committee 

Member: Audit & Risk Committee 

Rhonda is the Deputy Vice-Chancellor at the University of 
Western Sydney. She is the Secretary to the University's 
Board of Trustees and leads the Division of Corporate 
Strategy and Services which includes: Finance, Campus 
Development, Capital Works and Facilities; Student 
Services; Strategic Planning and Quality Management; 
Organisational Development; Policy and Governance; 
Legal Counsel; Audit and Risk Management; Marketing and 
Communications, Human Resources, Equity and Diversity. 

Phillip Frost 

Bachelor in Economics, GAICD 

Skill area: Accounting, Corporate Governance, PPPs, 
Investment Banking, NFPs 
Chair: Audit & Risk Committee 

Member: Asset Development & Strategic Growth Committee 

Philip is qualified as a chartered accountant and has spent 
more than 25 years in the investment banking and finance 
industry delivering project and infrastructure finance and 
public/private partnership solutions. He has extensive 
experience In the financing of social and affordable housing 
projects. Philip is a Graduate Member of the Australian 
Institute of Company Directors, with a strong interest in 
corporate governance principles. 



Kay Veitch 

CAHRI, AFAIM, GAICD 
(appointed in November 2013) 

Skill area: Executive Leadership, Commercial, People 
and Culture, Change Management 

Member: Governance, Nomination and Remuneration 
Committee; Asset Development & Strategic Growth 
Committee 

Kay has more than 25 years of experience in global 
executive leadership at Qantas Airways and Virgin 
Australia Airlines, and is presently Principal at VeMo 
Consulting. Kay is a member of The Global Foundation 
and a former director of CARE Australia and Bestest (the 
Best of the Best Kids Charity). 



David Mead 

ICMA 

(retired in November 2013) 

David recently retired after 40 years in local government, 
including 23 years as a CEO. He worked in seven local 
authorities, and was Shire Clerk at Dungog, Town Clerk/ 
City Manager at Baulkham Hills. Under his stewardship 
those councils received a number of industry and non- 
industry awards due to their improved performance. 
David also served on the board of LGMA (NSW) for four 
years. 



Gordon Bruce McDonald 

(retired in November 2013) 



Bruce retired after more than 20 years as a Senior Officer 
at Penrith City Council. For 11 years Bruce was the 
Director of City Strategy and Deputy General Manager 
His responsibilities included the development of Council's 
Strategic Plan and Community Strategy for the city; regional 
and metropolitan planning; development of Council's four 
year strategic program; and the preparation of Council's 
annual management plan. During his time with Council, 
Bruce participated in WSROC's regional programs. Bruce is 
a State appointed member of the Sydney West Region Join 
Regional Planning Panel. 



Mountaha Najjar 

(retired in August 2013) 

Mountaha is an experienced business professional founding 
and managinga chain of restaurants in NSWand Queensland. 
Known for her work in not-for-profit organisations, such 
as the Islamic Women's Welfare Association, Cumberland 
Housing, Community Housing Tenant Network and ACHL. 
During her term as the President of the ACHL Tenant 
Engagement Committee, ACHL was awarded the Excellence 
for Tenant Participation and Services to Tenants by the NSW 
Housing Federation. 



Our board and management 



Our governance 

As a Tier 1 nationally registered and Global Mark accredited CHP, Evolve 
Housing strives to meet and exceed the highest standards of sector 
governance. Our Board of Directors and Executive Leadership Team are 
committed to sound corporate governance, laying the foundation needed 
to achieve our vision, mission and strategy whilst being accountable and 
transparent in our pursuits. 

Role and function of the Board 

Our board sets the vision, mission, core values and strategic direction of 
the company. It oversees the management of the company and provides 
the structure through which the objectives of the company are set, and 
the means of attaining these objectives and monitoring performance 
are determined. The Board protects and is accountable to our members, 
whilst taking into account the interest of all stakeholders, including 
federal, state and local government and the wider community. 

In addition to their strategic function, appointing, managing and 
supporting the CEO, our Board's key functions are: 

• Oversight and support - overseeing and evaluating programs, 
strategies and activities to ensure alignment with strategic goals and 
monitoring performance against them. 

• Finance - setting annual budgets, submitting audited financial 
reports and ensuring the integrity of financial reporting so that we 
are financially sound and sustainable. 

• Compliance and risl< - ensuring effective risk management and 
internal control systems and compliance with our Constitution and 
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all legislative and regulatory requirements. 

• Review - ensuring their own effectiveness as a Board in accordance 
with best practice corporate governance. 

• Thought Leaders - communicating with our residents and other 
stakeholders to increase awareness of housing stress and solutions 
to achieve our vision, mission and strategic goals. 

Structure and composition 

Election, nomination and selection 

Pursuant to the Constitution, the Board must consist of eight independent 
directors, who are nominated and elected by our members. Half of the 
Board must retire (usually by rotation) at each Annual General Meeting 
(AGM), but can be re-elected. Any director appointed by the Board to 
fill a casual vacancy during the year must also have their appointment 
confirmed at the next AGM. The Chair is elected by the Board annually 
after the AGM. 

Any nominee for a directorship must satisfy the qualifications and/or 
experience set out in the Constitution or as set by the Board from time to 
time (consistent with current and future skill requirements of the Board). 

Our Board conducts a periodic skills audit to ensure it has the skills, 
expertise and diversity to discharge their roles and responsibilities to 
meet our vision, mission and strategic goals. The Board will indicate 
their support for candidate nominations and director re-elections after 
a review of their skills, their performance (if applicable), the forecasted 



skill needs for the Board, and the Board's current skills mix. This year, 
with the support of a reputable consultant to the Boards of multi-national 
and large national companies, the Board has implemented a skills-based 
model for appointments that aligned to the new Strategic Plan 2013-16 
and our future direction. 

Composition of the Board 

Three directors retired at the end of 2013 - Mountaha Najjar, David Mead 
and Gordon Bruce McDonald. 

Based on the established Skills Criteria, an extensive selection process has 
been led by the Governance Nomination and Remuneration Committee, 
including external advertisement on the Australian Institute of Company 
Directors and calls for nominations from members. Based on this review, 
the Board nominated David Borger, Kay Veitch and Dr Robert Lang for 
election and all three nominees were appointed at the Annual General 
Meeting on 19 November 2013. 

In August 2013, Paul Howlett was appointed as the Chairperson and 
Rosemary Bishop was appointed as the Deputy Chair. 

Operation 

Meetings 

The Board met 11 times in 2013-14. Attendance by each director at these 
meetings shown in the table above. 

Induction, training and performance 

We want to ensure our directors understand what is expected of them and 
have a good knowledge of our company and the sector. All new directors 



Director 


No. of meetings held 
whilst a Director 


No. of meetings 
attended 


Paul Howlett 


11 


11 


Rosemary Bishop 


11 


10 


Rhonda Hawkins 


11 


10 


Gordon Bruce McDonald 


5 


5 


David Mead 


5 


5 


Mountaha Najjar 


2 


1 


Alan Zammit 


11 


11 


Phil Frost 


11 


11 


David Borger 


9 


8 


Kay Veitch 


8 


7 


Robert Lang 


8 


7 





undertake a comprehensive induction process, including a meeting 
with the CEO and Chair and are provided with an induction manual. 
This includes a letter of appointment (setting out their key duties and 
responsibilities and expectations), board procedures, and information on 
the sector and Evolve Housing. 

All directors are encouraged to complete the company directors course 
with the Australian Institute of Company Directors and undertake 
continuing education and training. The Chair is advised of opportunities 
for attendance to sector based conferences and seminars throughout the 
year for co-ordination with directors. Directors are also encouraged to 
attend various Evolve Housing functions throughout the year. 

The Board conducts an annual performance review, which is conducted 



Our board and management 



by an external consultant at least every three years, 
to ensure continuing improvement and skills review. 

Maintaining ethical standards 

It is imperative that our Board of Directors exercise 
independent judgment and act in accordance with 
the highest ethical standards. Our Code of Conduct is 
signed by all directors and requires compliance with 
our core values, ethical decision-making principles 
and general conduct rules. 

The Code of Conduct also sets out our policy in relation 
to personal gifts or benefits and conflicts of interests. 
Directors are under an ongoing duty to disclose any 
potential conflict of interest as soon as possible. 
Directors are required to sign declaration of interests 
every six months and confirm any conflicts at the 
start of each meeting. Potential conflicts of interest 
are considered by our Governance, Nomination and 
Remuneration Committee in accordance with the 
Code of Conduct. 

Governance manual 

During the year the Board has been reviewing its 
processes to create a comprehensive governance 
manual formally setting out all governance processes 
and procedures. This process is ongoing. 




Compliance 



We are a highly regulated organisation. As a public company limited by guarantee, 
we are subject to the Corporations Act 2001. As a registered charity (and public 
benevolent institution), we are regulated by the Australian Charities and Not-for- 
Profit Commission, with residual reporting requirements to the Australian Securities 
and Investment Commission and the Australian Taxation Office. 

Under the National Regulatory System, Evolve Housing is a Tier 1 Registered 
CHP, having met the highest level of performance requirements and regulatory 
engagement. 




Committees 



In accordance with best practice, the Board has established various committees to focus on specific duties and make recommendations to the Board. 
Terms of reference sets out the scope of each Committee's work. 



Committee 


Responsibility 


Membership 


Audit & Risl< 


Responsible for overseeing risk management, oversight policies and 
internal control and ensuring the integrity of financial reporting. 


Members include a qualified accountant 

• Philip Frost (chair) 

• Paul Howlett 

• Rhonda Hawkins 

• Robert Lang 


Asset Development & 
Strategic Growth 


Responsible for considering potential development acquisition and 
partnership opportunities for financial and strategic viability. 


• David Borger (chair) 

• Paul Howlett 

• AlanZammit 

• Philip Frost 

• Robert Lang 

• Kay Veitch 


Governance, 
Nomination & 
Remuneration 


Responsible for overseeing and ensuring compliance with best practice 
governance process and procedures. Responsible for the selection, 
appointment, remuneration and retention policies for the Board and CEO, 
succession planning and Board review. 


Members include directors with expertise in 
HR and governance 

• Rhonda Hawkins (chair) 

• Paul Howlett 

• Rosemary Bishop 

• Kay Veitch 


Partnership & 
Alliance Committee 


Responsible for providing assurance to the Board that the risk and 
rationale associated with strategic partnerships and alliances has been 
fully assessed and managed in a responsible manner that aligns to the 
purpose, strategy and values of Evolve Housing. 


• Alan Zammit (chair) 

• Paul Howlett 

• Rosemary Bishop 

• David Borger 
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Organisational chart 

From a community housing sector perspective, we are operating in an increasingly competitive arena and key to our success is our ability to respond 
accordingly. To ensure that Evolve Housing is well positioned to meet the opportunities and challenges facing the sector, we have introduced three new 
business divisions - Strategic Growth, Commercial Operations and Corporate Services. Overall, our six key divisions are: 





Corporate Services 



Finance 



People & Culture 



Adnriinistration & 
Facilities 
Management 

Information and 
Communication 
Technology 



Strategic Growth 



Strategy 



Opportunities 



Partnering 



Board of Directors 
Cliief Executive Officer 

Executive Officer 



Commercial 
Operations 

Governanace 

Risk & Compliance 



Advocacy 

Policy Development 

Tender & Contract 
Management 



Resident Services 



Housing Services 

Property Services 

Community 
Engagement 



Evolve Realty 



Asset Development 

Project Management 

Property 
Management 



Marketing & 
Communications 



Communication 



Website/Intranet 



Event Management 



Document Control 
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Andrea Galloway 
Chief Executive Officer 

Appointment: January 2012 

Andrea Galloway has been the CEO of Evolve Housing since January 2012 and in that time has 
overseen considerable growth of the organisation, professionalised the image and introduced a 
range of new services to tenants and stakeholders. 

Andrea has over 25 years of executive management experience gained in strategic planning, 
business development and quality customer service delivery in both national and multinational 
commercial organisations. Andrea has held positions such as Asia-Pacific President of Spherion, 
Asia-Pacific CEO of Dutch ICT services and education firm Pink Roccade, Vice-President of Lucent 
Technologies Switching Solutions Group, CEO of AT&T Australia, Managing Director of AT&T's 
carrier services and General Manager of AT&T Easylink Services in the South Pacific. 



Andrea has a Bachelor Degree in Business Administration from National University in San Diego 
and is a graduate of the Executive Program from the University of Michigan. She is a Fellow of 
the Australian Institute of Company Directors (FAICD), a Justice of the Peace and holds a Property 
Development and Real Estate License. 



Executive 
Leadership Team 

Our Executive Leadership Team (ELT) (formerly the 
Business Leadership Team) encompasses a team of 
highly qualified professionals responsible for strategic 
leadership, contributing to strategy development, 
ensuring operational plan execution and the high 
level management of people and performance. 

The ELT works collaboratively to address key 
operational issues, monitor performance, outline 
progress made towards the achievement of strategic 
objectives and manage risks and compliance. The 
ELT is accountable to the Board through transparent 
monthly reporting mechanisms and the delivery 
of formal performance updates against strategic 
objectives. 

In 2014, we appointed four General Managers to 
fill one existing position and three newly created 
positions to support our expanded organisational 
structure through the acquisition of skill-sets and 
expertise identified as being pertinent to the future 
growth and success of the organisation. 
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Greg Smith 

General Manager - Corporate Services 

Appointment: May 2014 



Greg has extensive executive management and leadership experience in 
corporate strategy, customer service, business process improvement and 
innovation using ICTand business partnerships. 

Previously the Group Manager of Corporate Services at Parramatta 
City Council, he is responsible for Finance, HR, ICT, Customer Relations 
and Communications, Property and Strategic Asset Management and 
Governance and Performance Reporting functions. He has held CEO/ 
General Manager and Executive Management positions in a number of 
Councils, along with an AGM role in the electricity industry. 

Greg has led a number of federal and state funded projects on behalf of 
industry sectors and sits on a Disability Services Provider NFP Board. He 
holds a Master of Business General Management, Bachelor of Business 
Degree, CPA memberand a Graduate of the Australian Institute of Company 
Directors. 




Mark Lenic 

General Manager - Resident Services 

Appointment: November 2013 

Mark brings over 23 years of experience from the NSW housing sector, 
including a great deal of operational management experience of Resident 
Services inclusive of contract management, resident management and 
asset planning. . Previously, Mark was the General Manager of the Housing 
NSW Contact Centre in which he led a team of 230 staff, managing 125,000 
properties and 1.5 million interactions through telephone, email and other 
communication channels, as well as handling over 350,000 work orders per 
year. In this role, Mark was successful in driving and securing, through a 
tender process, other projects for the contact centre. 



Throughout the years Mark worked with Housing NSW, in the role of 
Technical Officer, Works Manager, Client Service Team Leader and Area 
Manager in Western Sydney and Senior Contract Manager in the asset 
management area. 






Bran Black 

General Manager - Commercial Operations, Company Secretary 

Appointment: March 2014 



Bran commenced his career in 2005 as a lawyer at Corrs Chambers Westgarth 
in the firm's Property and Dispute Resolution Teams. He then joined Gadens 
Lawyers where, as a Senior Associate in the Commercial Litigation Team, he 
founded and was the inaugural co-ordinator of the firm's Probono Program. 
He joined the Liberal Party of Australia in 2011 as Manager of the Voluntary 
Party & General Counsel, gaining extensive experience in streamlining 
organisational processes and corporate governance practices. 

Bran has volunteered at the Inner City Legal Centre since 2005 and now 
sits on the organisation's Board of Directors. He has also volunteered at 
the Manly Community Legal Centre and is also a volunteer surf lifesaver for 
Manly Surf Lifesaving Club. Bran holds a Bachelor of Laws Degree (Hons), 
a Bachelor of Arts Degree and a Graduate Diploma of Legal Practice. He is 
admitted as a solicitor of the Supreme Court of NSW. 




Coralee Rough 

General Manager - Strategic Growth 

Appointment: February 2014 



Coralee has over 25 years' experience including property development, 
law, business development, corporate services, strategic growth and funds 
management. Previously, at AMP Capital for 17 years, her roles included 
Chief Operating Officer - International, Fund Manager - Property, Business 
Development Manager - Property and Property Development Manager. 
Coralee established and developed AMP Capital's international operating 
model, oversaw governance, operations and services and implementing 
strategic growth into 10 international markets. 

Coralee has also been on boards and joint ventures for property, funds 
management and aged care entities, as well as assisting the Salvation Army 
with developing business operations and strategy. Coralee holds a Bachelor 
of Laws and Bachelor of Economics from Sydney University specialising in 
property, finance and commerce, a Diploma in Property Investment and 
Finance and is a graduate of the Australian Institute of Company Directors. 
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Tatiana Oldyreva-Green 
Chief Financial Officer 

Appointment: May 2008 

As CFO for Evolve Housing Tatiana has secured lending from financiers for a 
property portfolio worth over $50m and participated and contributed to the 
development of a pilot for NSW Registration process, NRAS consultations 
and industry wide changes that transformed housing providers from small 
co-operatives to national leading organisations like Evolve Housing. 

Tatiana is a member of CPA Australia (since 2003), the Compliance Institute 
of Australasia; holds a degree in Business and Masters in Accounting and 
Finance, Diploma in Management and is an active participant in industry 
forums such as HIA, NSW Federation of Housing and Power Housing 
Australia. 

Tatiana was the CFO for Australia and New Zealand with global 
telecommunications giant HTC Corporation and as a Financial Controller for 
ING Holdings. 



Jody Gould 

Marl<eting and Communications Manager 

Appointment: August 2012 

Jody is a successful sales and marketing professional who has over 25 years 
of experience. Jody has a solid commercial background having worked 
on some of the world's most recognised brands, and the world's, most 
successful FMCG companies including Unilever, Nestle, Douwe Egberts, 
Goodman Fielder and Phillip Morris. 

A strong leader and passionate marketer prior to joining Evolve Housing, 
she was the Sales and Marketing Director of a multimillion dollar service 
business competing in the building and construction industry. Jody has a 
strong strategic background with experience developing business strategies 
and change programs to reposition both companies and brands. 

Jody is a member of the Australian Marketing Institute and holds a Post 
Graduate Diploma from the University of Technology, Sydney in Marketing. 



Katherine Starr 

People and Culture Manager 

Appointment: October 2012 

Katherine is a human resources professional with over 15 years' experience 
in HR practices across the finance and FMCG industries whilst in the employ 
of AMP, Legrand Australia (now HPM Legrand), Perpetual Financial Services 
and OSRAM Australia (a former subsidiary of Siemens Australia). 

Katherine is a professional member of the Australian Human Resources 
Institute who has built strong HR networks. Katherine holds a Diploma of 
Human Resources Management, a Certificate IV in Human Resources and 
Frontline Management and is a qualified Health Safety Representative. 

As People & Culture Manager for Evolve Housing since October 2012, 
Katherine delivers both the operational and strategic human resource 
services, underpinned by a robust human resource framework and extensive 
understanding of industrial relations 



Peter Malone 

General Manager - Evolve Realty 

Appointment: 26 April 2005 - 18 July 2014 

Peter Malone worked for Evolve Housing since 2005 and until July 2014 was 
the General Manager for Evolve Realty. 

Peter in his role was responsible for Evolve Housing's property development 
and management, managing a number of large development projects, 
including securing 248 units for Evolve Housing over the past four years 
using the Debit Equity and Social Housing Growth Funds. Through the 
Evolve Realty department we established partnerships with developers to 
submit National Rental Affordability Scheme (NRAS) applications winning 
more than 400 incentives that will aid in the supply of affordable housing 
and grow our fee-for-service business. 
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Residents 
Council 

Evolve Housing wants to continue to 
improve the service it provides to its 
residents. Part of that improvement 
will be the ongoing feedback and 
evaluation from our residents so that 
Evolve Housing can plan new initiatives 
and programs to benefit all residents. 

Being part of the Residents Council 
is an opportunity to do this. The 
Residents Council exists to be the 
voice of all Evolve Housing residents. 
The group works together with Evolve 
Housing staff to make sure the needs 
of the residents are being heard. The 
Residents Council is an independent 
volunteer group. The Evolve Housing 
Community Engagement Team 
supports the Residents Council to 
achieve their goals and plans. 

Every month, the Residents Council 
meet together as a group at Evolve 
Housing's head office to discuss current 
projects. From time to time, other 
Evolve Housing staff may join meetings 
at the request of the Residents Council. 



Message from the Residents Council 



Hi all fellow residents. 




evolve' ousing 




Welcome to our annual report article from your Residents Council. We have had an enjoyable and 
productive year in which we have had some new projects take shape as well as meetings and some new 
members join and sadly some members leave. 



Some of the outings and functions we have enjoyed have been: 

• Volunteers Week luncheon and awards presentation 

• NAIDOC week lunch and movie at St Marys 

• Se n i o rs' Wee k to Be row ra Wate rs 

• Bus trip to Mount Tomah Botanical Gardens in the Blue Mountains, with a stop-over at the Bilpin 
apple orchard. 



We have also created, in conjunction with Evolve Housing, a reporting system on many areas regarding 
housing, maintenance and general performance. This report measures Evolve Housing performance 
against targets and this is provided to the Residents Council. This keeps us informed on many issues, from 
repairs done on time, complaints handling, communications and visits and much more. These reports are 
available for anyone to view at the office and on our website. 



There has been one new local resident groups created at Kingswood which is fantastic but we are always 
looking for more residents to get involved so that they can have a greater say in what we and Evolve 
Housing do. So if you would like to form a local resident group or join our Residents Council please feel 
free to attend our meetings held on the second Monday of each month at the Parramatta office from 
10.30am to 12.30pm. You will be most welcome. 



Until next time keep well. 
Bruce Stubbs, 

Chairman of the Residents Council 



Managing risk 

Internal Audit Program 

Evolve Housing's quarterly Internal Audit Program employs an independent, 
objective assurance and consulting activity to add value and improve our 
operations. Identifying strengths and weaknesses with the organisation helps us 
accomplish our objectives in a systematic, controlled approach so that we can 
assess and improve the effectiveness of risk management, control, and governance 
processes. 

Internal auditing is the catalyst for improving our governance, risk management 
and management controls by providing insight and recommendations based on 
analyses and assessments of data and business processes. 

All areas of the business are reviewed: 

• Resident Services 

• Commercial Operations 

• Corporate Services and Marketing and Communications 

• Strategic Growth and Evolve Realty 

The internal audit review assesses and reports on: 

Resident Services 

• Inspections planning and execution 

• Property damage and loss 

• Asset maintenance plan 

• Housing suitability to tenants' needs 

• Vacancy management 

• Rent arrears and anti-social behaviours 

• Resident engagement activities 



Commercial Operations 

• Changes in government policies 

• Major disruption to business activities from 
natural or man-made disaster 

• Compliance with Registrar requirements 

• Tendering processes 

• Engagement with key stakeholders 

• Conflict of interest in Board decision making 

• Work health and safety 

Corporate Services, Marl<eting and Communications 

• Financing and funding 

• Practices for recruitment, termination, staff 
training and retainment, performance appraisal 

• Anti-bullying and harassment legislation 

• Reputational damage via digital and social media 

• Compromised data integrity 

Evolve Realty 

• Development cost variations 

• Fraud in relation to property acquisition or 
construction 

• Increasing cost of utilities 

• Inability to fund increasing cost of maintaining 
properties 

Strategic Growth 

• Growth results in a loss of focus on financial 
capacity for community development 



The review rated the inherent risk for the business as 




low and the overall risk is low. 
Work Health and Safety 

We take the safety and well-being of our employees, contractors and visitors very seriously. 
Ourdedicated Work, Health and Safety (WHS) Committee overseethe provision of a workplace 
where people feel safe and each employee is held accountable for safety within their control 
through the presence of a key performance indicator included in their performance plans. 

Evolve Housing is committed to establishing and maintaining high standards of Work Health 
and Safety to prevent personal injury and provide a safe working environment. 

This is achieved by: 

• integrating the management of WHS into the overall management of the business 

• complying with applicable WHS legislation 

• applying a preventive approach to risk management 

• adopting a consulting approach with employees and contract personnel 

• providing adequate resources to meet our commitment 

• establishing, implementing and monitoring annual objectives and targets 

Work, Health and Safety committee 

The Evolve Housing WHS committee is made up of seven qualified members of our staff. The 
committee meets every month and carries out quarterly internal audits to ensure Evolve 
Housing maintains a high work health and safety standards. 

In the past year, we have not had a workers compensation claim paid which is a testament to 
the rigorous WHS framework and safe operating procedures we have in place. 

In 2013-14, the Committee completed a gap analysis of Evolve Housing's current WHS 
Framework against the Australian and New Zealand Standard on WHS management Systems. 
Based on this analysis the Committee provided advice on the updating of our WHS framework. 



Resident Services report 



Our purpose is to strengthen people and families and help 
them on their 'Journey Home', as we believe it's everyone's 
fundamental right to have a place they call home. 

The Resident Services Team is responsible for delivering 
tenancy management services to all our tenants. As part of 
our service we provide advice and assistance on accessing 
housing; ensure we involve our residents in our activities; 
and deliver on our community building and engagement 
commitment. 

Our engagement with our residents and support organisations 
focuses on helping our residents so that they can sustain their 
tenancy, live in a stable environment, and a safe community 
that will enable them to break the cycle of homelessness and 
unemployment. 

In this section of the annual report we: 

• list the Resident Services team highlights for the year 

• report on our activities throughout the year and how 
we delivered against the business plan for 2013-14 

• outline the Resident Services team objectives for the 
next 12 months 



'^^^ FRAMEWORK 

improve efficiencies and effectiveness 
of our maintenance programs 



day to day urgent and 
responsive repairs 
completed 
^9% on last year 




+742 



increase on 
work orders 
^2012-13 



MORE THAN 

DOUBLED 

the number of planned works carried 
out for 2013-2014 



AVERAGE SPEND 

on responsive repair and maintenance 

SAVED 

$842,484 

this financial year 




This year, the team focussed on 
building local resident groups and 
developed a planned approach 
to increasing these groups. We 
produced a schedule of social 
activities and training courses to 
ensure our residents have access to 
training for life courses. These events 
were well attended and repeat events 
were planned as a result of positive 
response from our residents. 

The Resident Services team adopted a back to basics approach in 
managing our portfolio. We recognised the need to understand the 
condition of our assets, the level of service delivery in the responsive 
and planned maintenance area and whether we are getting value for our 
money spent. This approach confirmed that our direction and outcomes 
are making inroads in this area. 

We increased our resident employment program to ensure we continue 
to provide employment opportunities to our residents who are in need of 
a helping hand in seeking jobs. These outcomes will assist our residents to 
enjoy a place of their own knowing their financial situation has improved 
and encourage them to take the next step in the journey towards home 
ownership. 

Overall, we have had a year of intensive change management practices, 
strong policy and process development principles and returned the focus 
to resident engagement which will place us in a good position to continue 
that approach with positive results in the next financial year. 

Resident Services have been through many changes this year in regards 




Supporting our strategy to promote 
social integration and social inclusion 

DEDICATED 

ANTI-SOCIAL 
BEHAVIOUR 
OFFICER 



to our priorities and processes. It was recognised that since our 
amalgamation we needed to refresh our approach to these key areas 
of business delivery. To achieve our strategic goals, we created a set 
of policies and procedures that have been tested through an external 
audit process. 

Some of the key areas included our approach to auditing our work 
to ensure we deliver what our residents expect from us. Our audit 
process ensures we undertake reviews of the key areas of our business 
including rent management, repairs and maintenance and application 
management. We inform our residents through a formal report card on 
how we are tracking against measurable KPIs. 

We refreshed all policies to ensure they are up to date with current 
practices. We also embarked on a process review whereby the key 
driver was to ensure we are delivering the best service possible to our 
residents. A review of our data ensures that we have the most up to 
date information available. 

We developed and implemented a formal resident handbook, a 
volunteering handbook and a resident engagement plan as part of 



90% 

SUCCESS 

for new Sustaining 
Tenancies Program 



Resident satisfaction 



Evolve Housing prides itself on resident satisfaction. Throughout the financial year, we have met our 
residents' needs with outstanding results demonstrating our commitment to delivering an effective 
service. In 2013-14, we: 




BROKE THROUGH 

satisfaction benchmark barrier 



i 100% ■ 



1 00%. 



of all planned works on site audits 
completed by experienced technical 
staff 



1,315 

•Tl TELEPHONE AUDITS 

which was representative of 
approximately 50 per cent of all 
responsive maintenance work 



REACHED OUR TARGET 

of inspecting one third of the 
property portfolio to ensure they 
meet our asset quality standard. 



New audit framework 

We are continually looking to improve the way we audit our repairs and maintenance service to ensure the 
work that our contractors carry out meets our quality and timeline benchmarks. In so doing, in 2014 we 
developed a 11 point audit framework that captures key performance measurement to improve effective 
management of our contractors' performance (refer to contractor performance framework on page 80). 
The roll out of the contractor audit over the past six months has already improved the efficiencies of 
our maintenance works for both Evolve Housing and our contractors, 
increasing our value for money outcomes. 

Monthly contractor audit reports, operational meetings and weekly 
management meetings with contractors are now a standard internal 
audit practice for Evolve Housing. This practice supports our 
commitment to the development of partnerships, such as our strategic 
partnership with SR Constructions, a multi-trade company with which 
we deliver our responsive and planned maintenance program. 



our effort to strengthen the community we 
operate in. Our diverse range of activities was 
well received by our residents and we aim to 
increase their reach and set measurable targets 
for them in the coming yean 



2014-15 Objectives 





Audit and review at least three 
policies quarterly to respond to 
residents' needs 



Engage residents suffering 
financial hardship in our money 
management training to assist in 
preventing homelessness 

Deliver targeted programs based 
on local community needs and 
increase the number of activities 
across our resident engagement 
portfolio 

Establish at least 



.r.M^Lr. 6 local resident groups 



in 2014-15 
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In March 2014, further to our internal audit 
strategy, we implemented a responsive repair 
satisfaction survey (in the form of a postcard) 
to assist in evaluating contractor performance. 
This has been an effective tool in measuring 
resident satisfaction. Out of all the responses 
received, 85 per cent indicate they are satisfied 
with the contractors' performance. To increase 
the response rate, there is also an online 
response option. We will continue to look at 
other ways to further increase our response 
rate in 2014-15. 



We made the contact centre processes more 
efficient by ensuring our staff are more 
accountable by streamlining key functions. 
This included: 

• introducing a maintenance matrix that 
ensures consistency in our response 

• allocating specific measurable tasks to 
the operators 

• introducing performance indicators for 
staff 

• embarking on a training program to 
better inform staff 

• holdinga joint workshop with contractors 
to allow us to improve service delivery 




Tenant satisfaction survey 2014 

This year we received 633 completed surveys, which correspond to a response rate of 29 per 
cent. This is down on last year's annual tenant survey response rate of 32 per cent. The drop 
in the response rate due to logistical constraints that have since been resolved. 

Results 

Overall, we have improved on all major areas which were surveyed and achieved satisfaction 
rates above industry benchmark for all but one area. Neighbourhood satisfaction is 1 per cent 
below industry benchmark. However we have increased our performance against last year 
and will continue to focus on further improvement. 

During 2013-14 we have made significant improvements in complaints and appeals. In fact, 
whilst it appears our tenants still need further education on the process to lodge a complaint 
or an appeal those that have were satisfied with how the complaint was handled. Our tenant 
satisfaction result of 53 per cent for complaint handling is above the industry benchmark. See 
page 142 for more results from the 2014 Tenant Satisfaction Survey. 





2013 Combined 
satisfaction 


2014 Combined 
satisfaction 


Industry 
Benchmark 


Achieved 
Industry 
Benchmark 


Housing Services 


83% 


85% 


84% 


/ 


Complaints and Appeals 


49% 


53% 


48% 


/ 


Repairs and Maintenance 


74% 


80% 


77% 


/ 


Neighbourhood 


83% 


84% 


85% 




Communication 


78% 


83% 


82% 


/ 


Tenant Engagement 


78% 


81% 


77% 


/ 
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Services you are happy with 


2013 Combined 
satisfaction 

(yes%) 


2014 Combined 
satisfaction 

(yes%) 


Industry 
Benchmark 


mm 




w 










El 


Condition of their home 


84% 


84% 


84% 


/ 






Repairs and IVIaintenance 


74% 


80% 


77% 


/ 




w 












Information provision 


84% 


88% 


86% 


/ 






73% 




73% 




mm 


Ability to influence Evolve Housing's decision-making 


66% 


69% 


62% 


/ 



Services to improve 




For more details on the results of our Tenant Satisfaction Survey 2014 please refer to page 142. 



Complaints and appeals 



Complaints 



During 2013-14, we received eight recorded 
formal complaints from residents. We see these 
complaints as an opportunity because they allow 
us to determine any trends so that we can improve 
our service delivery in these areas. 

Last year, 39 per cent of respondents to our 
resident survey said they did not know how to 
lodge a complaint. In this year's annual resident 
survey, we have seen a positive shift with only 37 
per cent not knowing how to lodge a complaint. 

As a result, 53 per cent of respondents now said 
they were satisfied overall with Evolve Housing 
complaints services and appeals services— an 
increase of 4 per cent compared with last year 

Appeals 

We were concerned that last year, 57 per cent 
of respondents to our resident survey said they 
did not know how to appeal a decision made by 
Evolve Housing. In this year's annual resident 
survey, we have seen an improvement with 55 per 



cent of respondents reporting they did not know 
how to appeal a decision. 

This shows that our work to raise awareness on 
how to appeal throughout the year has been 
successful. We distributed this information in our 
e-Newsletter and in Resident Handbook, through 
our Residents Council and increased interaction 
of our Housing Manager with residents. 

As a result of this improved knowledge of how to 
appeal an Evolve Housing decision, the amount 
of appeals received during 2013-14 more than 
doubled. However, there is little variance in the 
decision outcome. 

What did we do? 

During 2013-14, we reviewed our complaints 
and appeals policy processes in regard to the 
way we communicate and make them accessible 
to our residents. As English is often not the first 
language spoken, we produced fact sheets in plain 
English to match our residents' culturally diverse 
demographic profile. We also provide these fact 
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Appeals 




2011-12 




2012-13 




Upheld 
Declined 



2013-14 



sheets in a text only version on our website that can be fully translated 
into 57 languages. 

Currently, we are embarking on a staff training program to ensure all 
relevant staff can understand how to manage complaints and appeals 
effectively and fairly. 



To improve upon our communications, we have created a dedicated 
email address (ihear@evolvehousing.com.au) so that we can receive 
complaints, comments and compliments about our services directly 
from our tenants. 



We are currently formalising our workflow process and data logs so 
that we can analyse and measure complaints, appeals, compliments 
and feedback. Residents can still currently log in to our website at 
www.evolvehousing.com.au to provide feedback directly from the 
'quick link' section of the home pages. 




Customer service 



In 2013-14, Evolve Housing received $30,000 from the Department 
of Family and Community Services. This funding was specifically for 
computer education and to provide training for our resident volunteers 
so that they can continue to develop the skills they need to do their 
work more effectively. 



By working with the Residents Council, we can improve the way we 
communicate with our residents. For instance, the formation of a 
communications panel will ensure that letters, leaflets and newsletters 
are well designed, easy to read and are translated in the main community 
languages. 



We have also developed a staff language register to assist in translating 
information to those residents who do not speak English as their first 
language. We also have a group of cultural and linguistic diverse (CALD) 
volunteers who come into our offices on a regular basis, to help our staff 
communicate with people from a non-English speaking background. 



We intend to utilise this funding to not only provide computer skills 
but also easy access for residents to purchase their own computers 
and or iPads. Currently we are working though the project plan and 
the partnership agreement for the training. We will be activating the 
program in the first half of 2014-15. 



How did we do? 

As an organisation working with people from diverse backgrounds— 
educationally, culturally and also from many different circumstances— 
we need to share our messages and information in a clear and concise 
way. Our new website, which has a built-in translator, is designed to 
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86% 

of respondents to our tenant 
survey said our staff were 
helpful and attentive when 
responding to their phone 
calls 
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Maintenance 

Together with SR Constructions and a number of other specialised 
contractors we delivered the program in excess of $7.6 million on time 
and within budget. This includes a $1.5 million upgrading program to 
crisis accommodation properties on behalf of Community and Private 
Market Directorate (CAPMH). 

This program met all key performance indicators including: 

• achieving high levels of customer satisfaction 

• delivering the program on time 

• producing outstanding quality of work 

• achieving cost efficiencies through open tendering the works 
across a range of contractors. 

In 2013-14, we implemented a proactive maintenance program to achieve 
cost efficiencies and improve quality standards. We were able to raise 
6,187 day to day urgent and responsive repairs, a 9 per cent increase on 
last year, reduce the average spend per repair by $136 which equates to 
a saving of $842,484. 

We have found that to maintain a high 
level of maintenance service we are 
required to be more responsive to 
works and to increase planned works. 
This would result in a reduction of high 
cost low output works such as urgent 
or emergency repairs. 




Results: 



total work 

6 637 " A 3,326 

^^f^^^^ ' increase on urgent and ennergen 



last year 



2,861 

day-to-day planned repairs 
^43.8% on last year 



rno m of repairs 
[yoo/ol fixed 

first time round 



awarded 

$1.5 MILLION 
TENDER 

Maintenance Outsource Program (MOP) 




urgent and ennergency repairs 
% decrease on last year 



$387.41 

average spend per repair 

A/26% decrease on last year 



450;^ 

planned works ^ 



Refer to page 79 for more detail 




Surplus funds derived from the cost efficiencies achieved with 
the implementation of the proactive maintenance program 
were utilised in other programs to improve our services. 



$0.5 MILLION 

external painting contract carried out to improve 
the external condition of common areas and also 
carried out preventative pest control spraying 



142 COMMON AREASTREATED 

Bm|^ for pest control and painted the external areas 
(including stairwells), totalling $570,000 



jmL 146 PROPERTIES USED 
BY HOMELESS PEOPLE 

contracted to provide responsive maintenance 
services 

Other enhancements to our service delivery included: 

• increasing accessibility for residents to our after- 
hours service by providing an on line repair request 
reporting service 

• developing a matrix tool with pre-determined criteria 
that allows us to make consistent determinations, 
such as: 

• defining Evolve Housing maintenance priorities 
in line with industry standards 

• standardising the approach to maintenance 
response requests 



• delivering a consistent message to our residents regarding maintenance 
activities 

• shifting responsive repairs to a more planned approach thus reducing 
cost 

• providing the contractor with clear advice regarding our expectations 

We achieved a 95 percent satisfaction rating, which we measured against the telephone 
audits, with residents confirming repairs were attended to within timeframes. Despite 
a one per cent decline from last year, it is still well above our KPI of 90 per cent. 



Maintenance Proactive Program key performance 'efficiency and 
effectiveness' measures 





2012-13 




Change on prior year 


Work orders* 


5,895 




+12.6% 


Day-to-day responsive 
repairs 


1,990 




+43.8% 


Urgent and emergency 
repairs 


3,706 




-10.3% 


Repairs fixed right first 
time 


98% 




No change 


Average spend per 
repair** 


$523.58 




-26% 


Planned works 


199 




+126% 


Average spend per 
planned works 


$9,754 




-56% 


Repairs attended 
within timeframe 


96% 




-1% 



* Work orders include day-to-day responsive repairs, urgent and emergency repairs, and planned works. 
** Excludes planned works 
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Contractor performance framework 

This is an audit framework that we use alongside a new reporting 
format that creates accountability for the contractor and thus provides 
improved service to the residents, as well as allowing us to spend our 
budget more effectively. 

Through the use of this new framework, we have: 

• freed up technical staff to inspect and audit more works, which 
ensures the residents are getting the best possible service 

• the ability to adequately manage and monitor contractor 
performance by recurring monthly contractor audit reports 

• structured a monthly operation meeting process with contractors, 
which has broadened communication lines and enhanced the 
partnership with SR Constructions. 



Maintenance work orders 

Responsive Maintenance hierarchy 

I 2012-13 
I 2013-14 

3000 

2745 




The above graph indicates that through better planning we have 
reduced the total number of critical, emergency and urgent work 
orders, and as a result the number of non-urgent work orders has 
increased. Not only has this resulted in better management of funds, 
it has also improved our relationship with contractors as they have 
more time to organise and plan their work. 

During 2015-16, we will continue with a proactive maintenance 
program seeking to further reduce responsive and increase planned 
works to deliver higher level maintenance standards to our residents 
and better utilise our funds. 



Resident report card 

Evolve Housing, together with our Residents Council, issues an annual 
report card that summarises our performance against a set of measures. 

The report card has highlighted areas of concern, in particular anti- 
social behaviour (ASB). Whilst we cannot measure ASB, we are actively 
trying to reduce it. The Residents Council— through its annual review 
of results— has identified areas for improvement for which we have 
implemented the following strategies: 

• Identified high need areas and increased the number of resident 
groups to ensure local resident empowerment is achieved. 

• Dedicated one full-time staff member with the title of Anti-Social 
Behaviour Project Officer. 

• Actively partnered with external agencies, including the local 
police, councils and other community services, such as churches, 
to assist. 

• Networked with other social housing providers to share best 
practice. 

• Improved signage and increased surveillance in common areas as 
a deterrent. 

• Improved accessibility with on-line reporting of ASB. 

• Produced a domestic violence video to raise awareness and to 
educate 



About the report 

Results show that eight out of the 12 performance measurements 
are green, and two indicators, 'Resident visits by Resident Services' 
and 'Number of local resident groups', are amber We will be working 
towards turning these ambers into green over the next financial year. 



Resident report card 



A green traffic light on the report card tells us that the target 
has been met, that is, there are no further problems or issues of 
concern. 

An amber traffic light tells us that we are on track, but not quite 
there yet 



Performance measure 


June 2013 


June 2014 


Percentage of repairs completed on time 






Resident satisfaction with repairs 


• 


• 


Percentage of emergency repairs completed on 
time 


• 


• 


Number of properties at standard 






Applications for housing and transfer 
processed within timeframe (days) 






Resident visits by Resident Services 






Complete building inspections by Resident 
Services 






Percentage of residents' correspondence 
answered within timeframe 






Percentage of cost per home of delivering 
resident engagement 






Number of local resident groups 
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Upholding tenancy rights 

Evolve Housing is committed to establishing and sustaining successful 
tenancies. We manage each tenancy under a written residential 
tenancies agreement, which is backed by sound written policies covering 
all aspects of establishing and maintaining tenancies. 

Tenants' rights are explained to tenants at sign up and they are given a 
variety of options for paying their rent. Those tenants at risk of not paying 
their rent can receive assistance from appropriate support services. 



Throughout the last financial year, we: 



provided tenants with a 'sign up kit' that includes the Residents' 
^^^1 Handbook, which was developed to assist residents find helpful 
answers on all general matters about their tenancy, particularly 
when they first move into their home 

actively promoted the appeals mechanism through the Residents 
Council, our monthly newsletter, the sign-up kit and our website 



have the Residents Council contribute to the newsletter, which 
provides residents with the opportunity to have a voice 



introduced the resident charter (developed in consultation with 
the Residents Council), which promotes residents' rights and 
responsibilities and what they can expect from us 

/ TT^ v improved our communications by introducing a new website 
where residents can directly email staff and submit requests 
on-line 



introduced a mobile short message service (SMS) as a means 
of communication. SMS has proved an effective way to 
communicate with residents as 40 per cent of our residents 
have access to a mobile phone, the highest penetration of any 
communication system used by our residents. We send SMS 
blasts out on newsworthy resident or tenant topics, delivered 
in 'real time' ensures we can immediately notify our residents 
of upcoming events and social activities. 

A. J actively use digital and social media to increase our ability 
^'^to effectively communicate and engage in conversation with 
our residents. Communication channels include e-marketing, 
Facebook, Twitter, Instagram and Pinterest. 

Achievements 

• Introduction of ibpa*" - a correspondence process and 
managementsystemthatrecordsandmonitorsallcommunications, 
such as complaints, requests, compliments and feedback. The 
system also ensures we actively meet target response times. 

• Introduction on our corporate website www.evolvehousing.com. 
au of an online portal so that tenants can easily report necessary 
repairs or maintenance issues. 




• Introduction of a volunteer handbook, that sets out the objectives 
and methods of engagement, and also addresses our volunteer 
expectations. To recognise the importance of volunteering to 
our business. Evolve Housing hosts an annual lunch where our 
chief executive officer presents a Volunteer of the Year Award. 
Currently all of our volunteers are residents themselves however 
volunteering at Evolve Housing is also open to non-residents. 




Sustaining tenancies 



Sustaining tenancies is one of the key strategies in our 
three-year plan as it helps us to deliver against our vision 
to be a major contributor to the relief of homelessness and 
housing stress. A successful tenancy contributes to a stable 
neighbourhood and strong community, increasing social 
value by improving social well-being. 

Assistingour residents to establish a stable home environment, 
so that they feel a sense of identity, pride and belonging, has 
broader implications than merely providing a roof over their 
head. The improved mental well-being derived from stability 
and belonging empowers them and, with the right skills and 
support, they can not only break the cycle of homelessness 
but also break the cycle of unemployment. 

We pride ourselves on developing local resident groups that 
understand the immediate needs and outcomes for the 
local resident areas. These groups provide feedback to the 
Residents Council, which then provides advice along with 
input into the annual calendar of events. 

The key principles that we employ to sustain tenancies (turn 
over for table): 



Prevention 



Appropriate design and construction. 
Sensitive allocations. 

Holistic approach to community education, which helps the local community to understand their rights and obligations. 
Good neighbour policies. 

Matched client needs to the property and the location. 



Intervention 



A regular and frequent maintenance program. 
Early response to complaints. 

Early warning systems to identify tenants who are struggling to pay their rent and provide support programs, such as 

money management courses. 

An annual visit to all residents in their homes. 

Access to specialised officers who can offer appropriate assistance in living skills and education 
A mediation service, together with an anti-social behaviour officer, to help resolve disputes. 
Improved access and education through online resources and reporting. 
Encouraging tenants to take the initiative to commit to positive change. 



Support 



Providing information to tenants about their local communities, promote social inclusion and connection. 

Involving a tenancy support officer so they act as an advocacy service and linkage to other supports - refer tenants to 

external groups, specialist services and partners who can provide person centred support. 

Partnering with other providers for core life skill issues tenant face such as budgeting and managing their money, for 
example, Wesley Mission for money matters. 

Providing 24 hour access to our maintenance contractor for all emergency repairs. 
Providing access to our housing management staff via email to reduce telephone costs. 
Increasing information on our website regarding services available to residents. 



Sustaining tenancies strategy 



Evolve Housing has delivered against our sustaining tenancies strategy. In 2013-14, 78 per cent of 
our residents had a tenancy tenure of two or more years— an increase of 10 per cent from 2012- 
13. 



During the past 12 months, tenancies over 10 years also increased by 2 per cent, which shows 
that our strategy to empower our tenants and provide them with skills and support to sustain 
their tenancies is delivering results. 



In summary, during the past 12 months: 

• 41 per cent of our residents have a tenancy tenure of two to five years— an increase of 8 per 
cent versus last year 

• 14 per cent of our residents have a tenancy tenure of 10 or more years— an increase of 2 per 
cent versus last year. 

178 ■ 2012-13 

131 ■ 2013-14 



0-6 months 



6 -12 months 
1 -2 years 
2-5 years 
5-10 years 








238 



446 



752 



936 



524 
524 



10 or more years ^^^^^^^H 

Summary of current tenancy tenure 



279 
■ 325 





Person-centred approach to 
supporting tenants 

In order to understand the relationship 
between eviction and homelessness, we have 
employed a stepped process to individually 
assess each potential eviction to ensure 
that it is unavoidable. We also ensure that 
the residents have been provided every 
opportunity to maintain their tenancy in an 
acceptable manner To ensure we maintain 
this approach, the General Manager of 
Resident Services personally contacts each 
resident to discuss their situation prior to a 
final decision about the eviction is made. 

Evolve Housing's Rent Arrears Recovery 
Team identifies the key issues around income 
recovery by: 

• early intervention for both the tenants 
and Evolve Housing as a business - for 
the residents, it allows a manageable 
repayment plan and for Evolve Housing 
the debt is repaid quicker 

• offering programs that help residents 
develop the values, skills and knowledge 
to sustain their tenancies successfully by 



Resident Services 



° working in partnership with Wesley 
Mission we provide training to teach 
money management skills to our residents, 
especially those in arrears (topics covered 
include budgeting, getting into and out of 
debt, paying bills and where to go for help, 
along with help by a financial counsellor) 
introducing financial rewards, such as a 
$50.00 monthly cash incentive to residents 
who pay their rent on time or keep to their 
rent arrangements and a $100.00 cash 
incentive to those residents who remain in 
credit on their account. This program will 
be expanded next year to include a savings 
incentive program. 

• providing access to support plans, which are 
tailored to the specific circumstances of individual 
family members and includes life skills programs 

• encouraging people to engage within the 
community through our resident engagement 
programs to promote social integration and address 
potential issues relating to active citizenship 
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Resident engagement 

Evolve Housing's Resident Engagement and Social Inclusion team 
leads a variety of programs and projects that empower residents to 
participate, as well as become involved, in the way their community 
is serviced. 

As part of the Resident Engagement Strategy for 2013-14, Evolve 
Housing, in consultation with the Residents Council, has also 
committed to providing ongoing training and workshops that will 
assist to gain life skills. 

In line with our strategic plan and Resident Services, during 2013-14, 
we focused on two key areas: sustaining tenancy and strengthening 
communities, for which we developed a range of mechanisms for 
engagement. 

Highlights and Achievements 

We increased our resident engagement reach by 19.9 per cent this 

year through more targeted resident 
engagement activities and initiatives. 
By developing partnerships with like 
minded organisations and efficient 
management of our funds we have 
managed to involve more residents 
in our community development 
programs whilst only spending a 
quarter of the budget of 2012-13. 





1,285 

RESIDENTS ENGAGED WITH US 

through our resident 
engagement activities 

• •••••• 

Ifflflfl 

304 

FAMILIES ATTENDED 

our school holiday activities 



10 

MEET AND 
GREETS 

throughout the year to promote 
SOCIAL INCLUSION & 
COMMUNITY INTEGRATION 



8 



EVOLOANS^ 
GRANTED 

to help residents purchase 
essential goods 
(e.g white goods) 



t50o/o 



FRIENDSHIP AGED 
NETWORK (FAN) 

PROGRAM, 

wliere volunteers contact isolated aged residents weekly 
to connect socially and check on their general well being 



Our long standing partnership with Astute 
Institute continues to deliver training in 
professional and life skills to our residents. 

The Aged Care Certificate III course has resulted 
in three residents gaining employment. 

Evolve Housing interest free loan 



LOCAL RESIDENT 
GROUP 

to increase resident involvement 
in their communities 
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strategic objective: Sustaining tenancies 

New Programs #1 Money management training 



Goals 

• Creating financial independence for our residents. 

• Learn new skills on how to manage finances and budgets. 

Through weekly rent reconciliation, we established that a substantial 
number of our residents were in financial difficulty and could not pay 
their rent and utilities bills. 

The 2009 report 'Comparing Australian and International Systems to 
address Consumer Financial Stress' from Monash University cited a 
public health model for financial stress in which financial literacy and 
education was identified as a primary prevention program. Our Resident 
Engagement team contacted the Wesley Financial Literacy Program, 'In 
charge of my Money', establishing a partnership that would gain access 
to their workshops on financial matters for our residents in financial 
difficulty which would be held on a quarterly basis. 

Case study 

Jane Smith* was finding it difficult to cope financially after she paid her 
weekly rent, as she had little left over— the result of which could have 
been homelessness. The Resident Engagement Team contacted her and 
offered her the opportunity to attend the Financial Literacy Program 
through her housing manager. She attended a few of the workshops and 
the outcomes were amazing. 

Ms Smith said: "I am happy and grateful to attend the workshop, now I 



am in control, hurray." 

To date, 30 per cent of our residents who attended the training have 
found it to be beneficial and useful. As shown by the residents, the 
outcomes are as follows: 

Outcomes 

Residents learned: 





necessary 

knowledge and skills in 
money management 




how to identify 
where money goes 


tttti 


good planning and 
budgeting skills 




how to get out of debt 


\ 


reduction 
in rent areas 


o 


where to get help 



Social Outcome: Sustaining Tenancy 

Out of the 10 tenants who attended the financial literacy program 9 are 
now successfully paying their bills and their rent and are no longer at risk 
of losing their tenancy. 

Prior to the 10 tenants attending the financial literacy program their rent 
arrears collectively amounted to $9036. Since the program their rent 
arrears has reduced by 47 per cent. 

*Jane Smith is not her real name. We have used a false name to protect her identity 
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Strategic objective: Strengtliening Communities 

New Programs #2 Community 

Goals 

• Address anti-social behaviours 

• Empowering residents to take pride in their dwelling 

• Reducing crime related offences such as graffiti vandalism 

• Unite the community and its neighbours 

In late February 2014, Evolve Housing was dealing with the problem 
of ongoing graffiti at a block of social housing units. The residents and 
neighbours had been complaining about the graffiti, along with the 
general state of the block. They wanted to make a change. 

We developed a Community Renewal and Partnership Plan, a key 
component is stakeholder engagement and so began consultation 
process with local council, police, community members and, in 
particular, the church next door, which was experiencing the same 
issue. 

We personally delivered invitations to our residents and held in March 
2014 a community information session that included a barbecue lunch. 
With 19 of the 26 units represented the aim from this session was 
to establish a local resident group and to consult with the residents. 
The value of involving residents has been demonstrated in building 
stronger communities in other community renewal projects. 




renewal and partnership 



The result was a very robust discussion with a variety of ideas, during 
which we established a local resident group, comprising of 10 members 
who committed to reporting graffiti when it appeared and two great 
local residents who were championed with the rapid removal of graffiti. 
To support them. Evolve Housing purchased the cleaning chemicals and 
the tools required to remove the graffiti safely and as quickly as possible, 
as this tends to be a deterrent. 

This local resident group (LRG) is active within the community initiating 
the building of a community garden on the complex, and they have also 
organised to have the local fire brigade to visit and discuss fire safety in 
the home. 

The value of resident involvement has been demonstrated in the 
success of this community renewal program. Active participation of 
social housing residents in building a stronger and safer community 
has shown their neighbours and wider community that social housing 
residents are also passionate about where they live and take pride in 
their community. 

We continue to support the LRG in its community renewal initiatives 
to build stronger community relationships partnering with both the 
church, neighbours, police and local council. 



Social outcome: community renewal and 
partnership 

• Establishment of a LRG and this community 
renewal initiative has helped combat the 
social housing stereotype and promote 
social inclusion, building a stronger united 
community. 

• Using community assets, involving residents, 
provides an opportunity for people to feel 
valued and to participate. This has proven 
to be an effective way to bring long lasting 
change. 
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Our volunteers 

Volunteering at Evolve Housing can be both professionally and personally 
rewarding. Our volunteers help us remain a community-minded and 
community-driven organisation that make a positive difference in the lives 
of those who need it most, strengthening both people and communities. 




OZHARVEST 
PARTNERSHIP 

delivering food to some residents twice a weel< 



3 



DIFFERENT 
LANGUAGES 



(Englisli, Arabic and Chinese) for FAN 
Weekly phone calls which reach out 
to residents and check on their 
general well-being 



12 



RESIDENT 
COUNCIL 

MEETINGS 



participating on the 

COMMUNICATION PANEL 
& & & & 



LOCAL 

RESIDENT vg/ 

GROUP V¥V 



ORGANISING 
EVENTS 

to support Seniors' Week, 
Residents' Christmas Party 
and other significant events 



I I I I I 



RESIDENTVISITS 

to, for example, celebrate their 
birthdays and assist with organising 
medical appointments 




At Evolve Housing, we are fortunate to enjoy the services of dedicated 
volunteers throughout the year Our volunteers are all residents 
of Evolve Housing. However, we encourage non-residents to also 
volunteer as it is a rewarding experience. Volunteers donate their 
time and energy by reaching out to our residents in a variety of ways, 
all of which has enabled us to strengthen our communities, promote 
social inclusion and bring about a sense of belonging. Evolve Housing 
'Training people for life' program ensures that our volunteers are fully 
supported, they can as part of volunteering receive free training and 
qualifications. They are also reimbursed for travel and lunch expenses. 
Every volunteer at Evolve Housing is important and we greatly value 
their contribution. 

We continue to expand our volunteer program and this year we are 
pleased to report our volunteers put in a total of 2,498 hours which is 
a 38.5 per cent increase on 2012-13. 

Once a year Evolve Housing formally recognises all its volunteers 
and announces the recipient of the Volunteer of the Year Award, a 
celebration and acknowledgement of the achievements of the many 
volunteers who work with us. It is also an opportunity to formally 
recognise the valuable contribution these generous people make to 
the lives of so many people. 

Volunteering provides valuable work experience, and, combined with 
a written reference from Evolve Housing, can help volunteers find 
paid employment. 



Resident Services 



Volunteering can lead to employment 

Due to the experience gained by volunteering with Evolve Housing, Izeta, 
an Evolve Housing volunteer, secured short-term paid employment as a 
housing assistant. 



Volunteer of the year 




it 



J 



Izeta was overwhelmingly nominated as the Evolve Housing Volunteer 
of the year in 2013-14. Izeta, an Evolve Housing resident, has been 
volunteering at Evolve housing since 2006. Izeta is a member of the 
Residents Council, a representative on the Federation of Housing's Tenant 
Network, and is also on the Evolve Housing communications panel. 

She brings a wealth of knowledge from the community sector having 
worked for multicultural services across Sydney and, most recently, for 
the Parramatta Holroyd Migrant Resource Centre, where she works with 



newly-arrived migrants and refugees. Izeta is a strong and articulate 
voice for residents and the community. 



2014-15 Objectives 



In 2014-15, our Resident Engagement team will continue to focus on 
sustaining our residents' tenancies and strengthening the communities 
in which they live. Our aim is to build communities that are inclusive 
and harmonious. 



Local resident groups 

We will establish six more local resident groups (LRG). 
This will allow us to decentralise some of our training and 
workshops previously held in our Parramatta office and 
take them directly to residents. Increasing accessibility 
will increase participation of residents in our life skill 
programmes and activities. 



Education financial assistance (EFA) 

During 2013-14 EFA was reviewed and in October 2014 
the revised program will be rolled out. 




Friendship Aged Network, Computers for Seniors Program 

Funded by the Community Development Resources 
Grant (CDRG) under Housing NSW Evolve Housing will 
implement the Computers for Seniors' program in 2014- 
15. Providing Senior's with technology and the skills to 
use it will reduce social isolation and increase accessibility 
to social interaction. Funding for the Friendship Aged 
Network program will increase by 30 per cent in 2014-15. 



Journey Home Case Studies 

Cheryl's Story 

Cheryl was pregnant and left to fend for herself 
when she unexpectedly lost her place to live. 
She was a single mother with two children 
when she came to Evolve Housing. Through our 
support services and sheer perseverance, Cheryl 
turned her life around and is now a proud home 
owner. She also found an extraordinary way to 
give back. 

This is her story. 

My name is Cheryl and I live in the Western 
Suburbs. I used to live in private rental property 
30 years ago but was forced to move out when 
my landlord wanted to sell the property. I was 
pregnant at that time and had nowhere to go, so 
I applied for emergency housing with Housing 
NSW and was given a place to live in Wenty 
Estate. 

When I first moved in to Wenty housing I was 
absolutely terrified. I had never been to a place 
like that in my life. As a working, single mother, 
life was not easy. When my ex-husband left, I 
did not have any money left to my name. One 
day the electricity bill came and I did not know 
how I was going to pay for it. I decided from that 
moment on that I would save every single penny 
that I could save. 

After 10 years living in Wenty Estate I applied 



for social housing and moved into a property of 
Western Suburb Housing (now Evolve Housing). 
My housing manager at that time asked if I 
would like to work part time for the company 
and I agreed. I worked as a receptionist, job- 
shared with a housing manager colleague and 
was eventually offered a full-time position as a 
housing manager. All while I was still an Evolve 
Housing resident! 

My dream has always been to own my own 
property. I was very good at saving and as a 
community housing tenant I did not have to 
pay full market rent, so that enabled me to save 
even more. When my mother passed away I 
inherited some money from her. Combine that 
with what I have saved, I finally managed to get 
into a financial position to purchase my own 
property four years ago. I also remarried and my 
two children are now grown-ups. 

I am very grateful for the opportunities that 
Evolve Housing has given me. They not only 
provided me with a home when I needed one, 
they also gave me a job. My way of giving back 
is by working as a housing manager to help our 
residents. I have a really good relationship with 
our residents because having been where I was, 
I can relate to them, and help them. 



Strategic Growth report 



The Strategic Growth department was established to lead the 
organisation in Strategy, Business Development and Partnering, with 
the appointment of a General Manager in early 2014. 

In March 2014, the business was guided by the General Manager - 
Strategic Growth to develop goals and objectives around the following: 

Key priorities for 2014-15 

• Implementation plan 

• Key challenges and risks on delivering on priorities 

• Success enablers to delivering key priorities 

• Implications for Evolve Housing and the sector 

In May, these insights were further developed and formally presented 
to the Board of Directors with the delivery of comprehensive strategy 
papers on the two core function areas of the business: Resident Services 
and Evolve Realty. 

These strategy papers detailed the capacity, operational status and 
risks, providing our skills-based Board with an overview of the current 
status of the organisation. In assessing each area, operational and 
managerial staff were consulted to report on departmental functions 
and current priorities, operating budgets, future goals and forecasted 
growth, details of outputs, comparisons to the sector and competitors, 
internal and external risks, an analysis of resources and comprehensive 
recommendations for future actions. 



The General Manager - Strategic Growth subsequently worked in close 
collaboration with the Evolve Realty department; drawing on property 
development and financial management experience in the corporate 
sector to build on existing capacity and project delivery. 

The General Manager - Strategic Growth also developed networks 
and partnering relationships to support the whole-of-business 
strategy going forward. This included developing networks within the 
government, not-for-profit and corporate sector and taking a lead role 
in establishing and developing joint ventures and partnering to support 
Strategic Growth. 



Evolve Realty report 



In 2013-14, Evolve Realty increased Evolve Housing's portfolio of 
NRAS properties by 53 to a total of 290 dwellings and completed 
three major developments which provided accessible housing to 22 
more people living with a disability. 

Evolve Realty was formally established in September 2013 as a 
fee generating division to diversify revenue streams and enhance 
the sustainability of Evolve Housing, with revenue generated to 
be directed back into the provision of social housing. The services 
included: 

• project management of the procurement and construction of 
housing on behalf of clients (e.g. disability support partners). 

• tenancy management of affordable housing properties 
developed under the National Rental Affordability Scheme 
(NRAS) and the Affordable Rental Housing State Environmental 
Planning Policy (ARHSEPP), including annual NRAS reporting 
services 

• Internal Development Management services for properties 
owned and developed by Evolve Housing 

Asset development was further aligned to strategic business 
growth with the appointment of a General Manager - Strategic 
Growth, working with the Evolve Realty team on strategy, business 
development, partnering and strategically managing and expanding 
the asset portfolio. 



In this section of the annual report we: 

• present highlights for the Evolve Realty & Strategic Growth 
teams for 2013-14 

• report on how the Evolve Realty & Strategic Growth team 
delivered on targets 

• outline the Strategic Growth team's goals and directions for 
2014-15 



Highlights and Achievements 



290 NRAS DWELLINGS MANAGED 



1^ ^ dwellings managed on behalf of Private Owners 
# and Developers 

^ ^3 '^y Evolve Housing 



53 



NRAS DWELLINGS 
COMPLETED 

in 2013-14 financial year 





In 2013-14, we focused on expanding our services in property 
development and private market rental management in order to 
increase our sustainability by diversifying our revenue streams, 
reducing our dependence on government funding and increasing our 
housing service models. 

Recent reforms in disability support funding, such as the introduction 
of the National Disability Insurance Scheme (NDIS), confirmed our 
strategic focus on person centred outcomes. 

Consistent with one of our core organisational values of meeting 
community needs, we partnered with specialist disability support 
providers to design, construct and manage innovative housing models 
that facilitate both supported and independent living environments for 
people with disabilities. 

The Strategic Growth and Evolve Realty team actively pursues 
opportunities for residential developments, including joint ventures 
with like-minded partner organisations. Capabilities and assets were 
managed to support partnerships and strategy that position Evolve 
Housing to respond effectively to opportunities such as NRAS and 
Supported Accommodation Innovation Fund (SAIF). 

The team worked to diversify funding to reduce reliance on government 
grants and establish new housing and funding solutions, with revenue 
generated being reinvested back into Evolve Housing's core mission of 
relieving housing stress. 



new dwellings 
completed in 3 major 
developments 




individuals with 
disabilities provided 
accessible homes 

with support staff 
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Merv Wright House, North Parramatta 

An 8 person fully-accessible complex with assistive 
technology and Platinum Level compliance to Liveable 
Housing Guidelines; developed for disability support 
provider, Northcott. 



Spurway Street, Ermington 

Two cottages housing six people, developed for our 
Disability Support Partner Life Time Care and Support 
Authority. 



Edgar Street, Eastwood 

Two fully-accessible duplexes housing six people, 
featuring a 7 star energy rating, with onsite staff facilities 
for the support provider. Achieve Australia. 



I? 



Evolve Realty 



2014-15 Objectives 




Pursue opportunities for large- 
scale residential developments 
including joint-ventures with mixed 
tenure and mixed use models 
funded by both private and public 
sector investment 



Continue to expand our affordable 
housing portfolio with a target of 
473 NRAS properties by June 2015 
and 580 by June 2016 



Target our new developments in 
high-need areas as identified by 
the government 



Implement a social impact 
framework to evaluate and improve 
the social value and impact created 
by Evolve Housing 



Drive Evolve Housing's participation 
in partnership and consortium 
arrangements aligning with our 
strategic objectives and values 
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Affordable Housing under NRAS 

In 2013-14 the Evolve Realty Private Market Rental Team provided tenancy management 
for 290 tenancies in dwellings recently developed under the National Rental Affordability 
Scheme (NRAS) and the Affordable Rental Housing State Environmental Planning Policy 
(ARHSEPP). These government schemes were designed to increase the provision of affordable 
housing through private and not-for-profit partnerships supported by government funding. 
Properties constructed with NRAS attached receive an 'incentive' of funding from the state 
and federal government for 10 years. 

This funding allows private owners and developers to offer tenancies in these properties 
at affordable rates - 80 per cent of market rent - to households eligible under the NSW 
Affordable Housing Guidelines. In 2013-14, the portfolio of NRAS dwellings managed on 
behalf of private owners and developers increased by 53 newly completed under NRAS 4B 
and NRAS 5 Shovel Ready in Holroyd, Parramatta, Tweed Shire and Auburn Council. 



The Private Market Rental portfolio is expected to continue to grow significantly: 





Quantity 


When 


Before 


Managed 


74 


June 2013 


Current 


Managed 


127 


Current 




Completed 


53 


2013-2014 


Future Projection 


Managed 


220 


June 2015 




Completed 


346 


June 2015 






107 


June 2016 




Developments we completed in 2013-14 



Edgar Street, Eastwood 

In 2013-14, the construction of two three bedroom duplexes with staff facility in 
Eastwood was completed on behalf of Achieve Australia, a disability support provider 
embodying Evolve Housing's values in their mission to provide person-centred support 
and facilitate social inclusion for people with disabilities. 



The development facilitates fully-accessible living for six people with an additional 
shared staff facility on site to enable support when needed. The duplex design offers 
potential independence for residents in a supported environment. The duplexes have 
7 and 4.5 star energy ratings, including solar heating and a shared garden area. 




Funding Achieve Australia k/'') Handover Date 27 June 2013 





Spurway Street, Ermington 

The construction of two four bedroom brick cottages were completed in June, 2014, 
at Spurway Street for Evolve Housing's Disability Support Partner, Life Time Care and 
Support Authority. 

The cottages were funded under the Supported Accommodation Innovation Fund 
(SAIF), and offer social and affordable tenancies for six people in two separate fully- 
accessible dwellings. 



Funding Life Time Care and 
Support Authority 





Handover Date 27 June 2013 




Evolve Realty 



Merv Wright House, Parramatta 



Evolve Housing completed the construction of 'Merv Wright House', a purpose built group 
home consisting of five fully-accessible units and a three bedroom unit for carers. The home 
was built in collaboration with our partner, Northcott, to create an integrated supported 
housing model that offers people living with disabilities the opportunity to live independently. 

This innovative disability housing project, funded by the Australian government, was the 
first under the Supported Accommodation Innovation Fund (SAIF) initiative to be awarded 
Platinum certification, which is the highest level of Livable Housing Design certification. As 
a result. Evolve Housing was asked to present this model at the Innovative Partnerships for 
Affordable Housing in Conference in February 2013. 

The Platinum Livable Housing Design means that a person with a disability is assisted through 
innovative inclusions. The units are self-contained, designed to be universally accessible and 
suit the needs of people with and without a disability. For example, the design incorporates 
a lift service, adjustable toilets, kitchen benches and wall cupboards and incorporates the 
latest assistive technology. 

The innovative design of Merv Wright House provides social, economic and environmental 
sustainability by reducing the need or future modifications to the properties and allowing 
people with disabilities to live independently, as part of the community. Evolve Housing 
partnered with Northcott to work closely with residents (and their families) to ensure their 
views were incorporated into the design and final fit-out. Direct consultation empowers 
residents to make meaningful choices to increase their capacity and independence, and to 
ensure they live in a built environment that meets their needs. 



Funding Supported Accommodation 
Innovation Fund (SAIF) 




Handover Date 20 June 2014 






have wanted to live independently for a whi e anc 

De ab e to do my own thing without having nnunn anc 
dad to do things for me," 

- Andy, resident of Merv Wright House 







'Andy shares with us his journey' 
Watch on ourYouTube Channel: Evolve Housing 
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Journey Home Case Studies 

Andy's Story 

As a child growing up, Andy never thought 
he would move out of his parent's home but 
now he's living independently for the first 
time in a state-of-the-art new $2.3 million 
Parramatta Accommodation complex. 



This is his story. 

My name is Andy, I am 27 years old. As a 
baby, I was diagnosed with a rare disability 
called Morquio, which comes with a range 
of physical characteristics that make daily 
tasks more difficult to manage. I use a 
wheelchair for mobility. 

Apart from my disability I am just like most 
other young men - I am an Information 
Technology worker, I like hanging out with 
my mates and I am a diehard fan of the 
Western Sydney Wanderers and the captain 
of their powerchair football team. 
Until recently a shortage of appropriate 
accommodation has been a major barrier 
holding me back in my quest to be fully 
independent. 

I have wanted to live independently for 
a while and be able to do my own thing 
without having mum and dad to do things 
for me. Mum and Dad's house wasn't 
wheelchair accessible and I couldn't open 
the front gate on my own. Mum was working 



her life around mine and vice versa because 
she'd have to be home to let me in the gate. 
My friends could not visit and I was unable 
to do basic tasks like cook on my own. 

I felt like a burden on my parents but never 
thought I'd be able to live on my own because 
there was nowhere to go. But thanks to 
Evolve Housing and NorthCott, I now have 
a new place to call home. In June this year 
I moved into my own apartment which is in 
this modern, universally accessible complex 
called the Merv Wright House. 

Here I am able to do pretty much everything 
on my own and I won't have to rely on my 
parents. I am now able to have friends here, 
cook my own meals and not have to slot 
my day around my parent. I'm now living 
in close proximity to the shops, most of my 
mates live around here and I can go to the 
Leagues Club without having to worry about 
mum or dad coming to pick me up. 

My mum is thrilled that I get to experience 
life on my own. This is a new chapter for me, 
for the first time in my life I will be living as 
an independent individual. I know there will 
be a huge learning curve but I am up for the 
challenge and looking forward to it. 




Our current development projects 




i 



Charles Street, Ryde 



under construction. 




High Street, Parramatta 

Evolve Housing has built four level block of units in Parramatta, under funding 
from the Social Housing Growth Fund and NRAS. The development will house 
a total of 30 units, with a mixed-tenure model of 17 social housing units and 13 
affordable housing units, including: 

• basement parking 

• two lifts with access to each level 

• close to shops and Parramatta CBD 

• six fully adaptable units 



Funding NRAS A, NRAS and SAIF 





Expected 2014 



|Budget$6.92m 



Evolve Housing is building a group home complex on behalf of disability support 
provider. Royal Rehab. The development includes seven fully accessible units to 
support independent living for people with disabilities (low to high dependency 
usage adaptable). The development also houses an eighth unit for a live-in carer 
or staff member to provide support around the clock, and is equipped with a 
large communal living area. The budget for the development is $1.8 million. We 
expect the project to be completed in 2015. 



i^Fun 



ding ADHC and Royal Rehab 




Expected 2015 A Budget $1.8m 



I Ranee Road, Werrington 
Evolve Housing has developed 27 townhouses and villas in Werrington, 
to be tenanted in late 2014. This development will house 
• 22 new social housing tenancies 
i • 5 affordable housing tenancies under NRAS. 






Funding NRAS A Expected 2014 ^ Budget $7.05m 
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Artist's impression of Smalls Road, Ryde 




Smalls Road, Ryde 

Ryde Area Supported Accommodation for Intellectually Disabled (RASAID) 
have engaged Evolve Housing to build accommodation for 15 of their clients. 
The development includes a group home (5 bedroom), an adaptable house (4 
bedroom), six fully functional and independent units (1 bedroom) as well as a 
community room. The mix of adaptable independent living and group home 
facilities is designed to truly prioritise the needs and interests of the clients. The 
integration of on-site support services with varying levels of independent to 
supported living to help facilitate social inclusion for the residents. 




Funding Supported Accommodation Innovation Fund (SAIF) 






Expected 2015 




Commercial Operations report 



In 2013-14, Evolve Housing achieved Global Mark accreditation, won 
tender for Micro Apartments, embarked on joint ventures with key 
community housing and disability partners, and actively engaged with 
stakeholders in the political and not-for-profit spheres. 

The commercial opera tionsteam serves two core organisational functions: 
governance and advocacy. The governance function encompasses 
company secretarial, legal, risk and compliance, contract management 
and document control roles. The advocacy function encompasses tender 
management, public policy and political consulting. 

These two functions complement each other: a sound internal 
governance structures ensures Evolve Housing can effectively engage in 
external advocacy. 

In this section of the annual report we: 

• present highlights for the commercial operations team for 2013-14 

• report on how the commercial operations team delivered on its 
targets 

• outline the commercial operations team's goals for 2014-15 
Highlights and Achievements 

In 2013-14, the commercial operations team: 

• achieved Global Mark accreditation 

• won tender for Micro Apartments 

• reached service level agreement with key disability partner 
Northcott 



• completed legal arrangements for integration with Western 
Housing for Youth (renamed Evolve Housing for Youth) 

• achieved two majorfunding agreements with the NSW government 
completed sustainability management systems and Occupational 
Health and Safety (OHS) management systems to Australian and 
New Zealand Standards 

• finalised and implemented Director skills review 

• streamlined Board process and meeting procedures 

• made submissions and contribute to discussion papers and public 
policy inquiries 

• provided political consulting and engaged with major stakeholders 

By leveraging our capabilities and assets, we help create partnerships 
that position us to respond effectively to opportunities such as NRAS and 
SAIF. Through a robust governance structure, we ensure the company 
has an appropriate operational capacity and reporting framework for 
effective and efficient performance, accountability and transparency. 

We adopt best practice approaches to identify and manage key risks 
to the company and provide and maintain a safe and healthy work 
environment for employees and visitors. 

We actively engage with stakeholders. This helps us cultivate relationship 
with public officials and increase Evolve Housing's capacity to contribute 
to policy dialogues that will ultimately impact the provision of affordable 
housing to the homeless or those under housing stress. 



2014-15 Objectives 



Advocacy 




Complete legal 
documentation for major 
developments, including 
the Micro Apartments 
Opportunity 




Finalise integration with 
Western Housing for Youth 



Implement Business 
Continuity, Sustainability 
Management Systems and 
OHS Management Systems to 
Australian and New Zealand 
Standards 




Develop fully accessible 
electronic reports and 
streamlined reporting 



Conduct full constitutional 
review by April 2015 

Increase political consulting 
efforts by 50 per cent, with a 
focus on federal Members of 
Parliament 




Stakeholder engagement is a key component of our advocacy efforts and provides opportunities for 
Evolve Housing to further align our business practices with the needs and expectations of influencers 
and people we serve, helping to drive decision-making and improve accountability. 

Connecting with peers and the Government 

Evolve Housing continued to actively engage with other not-for- profits housing providers. Through 
sharing best practices, innovative ideas and policies we stand a better chance to attain our common 
goal of achieving a sustainable system capable of meeting affordable housing need. 

In 2013-14, Our CEO Andrea Galloway led and participated in these discussions and in her capacity 



Number of engagements with our stal<eholders 



stakeholder 


Housing sector 


Government 


Federal 


State 


Local 


Month 2012 13 


2013-14 2012-13 


2013-14 2012-13 


2013-14 2012-13 


2013-14 


July 


2 


3 


2 




1 


2 


1 


1 


August 


2 


4 




1 


1 


1 


1 




September 




2 








1 






October 


2 




2 




2 


3 






November 


2 


5 






2 


2 


1 




December 


1 


2 










2 


1 


January 




4 






1 








February 


4 


1 


1 






2 


1 


1 


March 


2 


10 


1 




1 


2 


2 


1 


April 


1 


6 


2 


2 


2 


1 


1 


1 


May 


3 


5 


2 


3 


3 


4 




1 


June 


2 


6 


2 




1 


6 


1 





Commercial Operations 



as a member of Powerhousing Australia's Board of Directors has 
helped facilitate peer exchange and collaboration among CHPs. 

On the political level, Evolve Housing participated in 36 
engagements with the Australian government at local, state and 
federal levels. By engaging with the government. Evolve Housing 
is able to share the unique perspective of CHPs with the sector's 
most significant stakeholders and, together, address the plight of 
people who are homeless or under housing stress. 

Highlights from our engagements in 2013-14 



TALKS, DISCUSSIONS 
AND SEMINARS 



36 



with local, state and federal level government representatives to discuss issues 
related to 

'^our 'Journey Home' strategy 

housing stress and the supply of affordable housing in Australia 
■^^helping people who are homeless achieve sustainable housing and social 

inclusion 

Took part in The Vinnies 

CEOSIeepout 

together with over 1,000 business and community leaders, 

raising millions of dollars to support people experiencing homelessness. 

*»^^r\ Organised the Western Sydney 

^^ CEO breakfast 



Northcot 




St Vincent de Paul Society *• ™" " ' ' « ^ 

SLEEPOUT 



Advocacy helping those on their Journey Home 



Two elements of Evolve Housing's core strategy, GESS, are sustaining 
tenancies and strengthening communities. The significance of these 
elements is to support Evolve Housing's development of a strategic 
model to ensure they are both progressed to maximum effectiveness. 

We call this model 'The Journey Home', and its basis is simple: subsidised 
housing is not a destination - it is an opportunity. That opportunity is the 
support, available to any resident who wishes to undertake the journey, 
to move from social housing (including disability housing) to affordable 
housing, from affordable housing to private market rental or shared 
equity, and ultimately to home ownership. 

We are structuring our business operations to ensure residents who 
choose the Journey Home have the education, employment, personal 
support and health care opportunities necessary for them to do so. Many 
of these opportunities are sourced through newly tailored business 
processes, staff training, our strategic amalgamation with Western 
Housing for Youth, and the partnering relationships we establish with 
other not-for-profit and disability service providers. 

The Journey Home can only be rolled out to greatest effect with the 
support of our largest stakeholder: government. With a view to achieving 
this end, we have taken the strategic decision to prioritise government 
engagement and advocacy. Our advocacy is focused in the manner 
described below. 



State level advocacy 

As state governments are responsible for the practical delivery of 
social housing, a key message we communicate is that Evolve Housing 
and the CHP sector, driven by charitable objectives and not profit for 
shareholders, is uniquely placed to aid government objectives with 
respect to both social and affordable housing. 



Key advocacy message #1: 

Social housing system can and should be 
more efficient 



At a state level, we advocate that the social housing system can be 
more efficient. In our view, this can be achieved through both reform 
and operational improvements. Simple reforms such as reviewable 
tenancies, the introduction of a suspensions policy and increasingly 
accessible information databases, would have immediate and significant 
ramifications. Our preliminary estimates suggest that such reforms may 
prompt more than 10 per cent of existing social housing residents to 
transition to other forms of housing. This would, in turn, free up housing 
so people who are homeless or in housing stress, and who are presently 
on a waiting list that is up to 15 years long, could begin their own journey 
home. 



Commercial Operations 



Key advocacy message #2 

Increase title or long-term lease transfer from the 
NSW government to the community housing sector 



A consequence on our model of freeing up existing social housing assets 
is that former social housing residents will need new affordable housing 
options. We therefore also advocate for increased title or long term lease 
transfers from the NSW government to the community housing sector, 
to facilitate income leveraging opportunities for asset development. 

Federal level advocacy 

Our state government targeted advocacy is supported by our federal 
government efforts. Our primary concern in this regard is ensuring that 
Commonwealth Rent Assistance (CRA) continues to be directed to where 
it is of greatest benefit. CRA is presently not payable to public housing 
tenants. We consider that this position should be retained because it 
incentivises the development of affordable housing, the next step on the 
Journey Home for most social housing residents, through the continued 
growth of the CHP sector. 



Key advocacy message #3 

Commonwealth Rent Assistance (CRA) continues 
to be directed to where it is of greatest benefit 



Of equal importance to us, however, is the introduction of a payment 
or tax offset to incentivise the growth of affordable housing, similar 
to the National Rental Affordability Scheme (NRAS) abolished in the 
2014-15 Federal Budget. NRAS was useful, though we agree with the 



federal government 
that its susceptibility 
to misuse was a major 
concern. NRAS incentives 
in the hands of CHPs 
have proven an excellent 
means of developing 
affordable housing and 
tenanting it with those 
who most need a helping 
hand. In Evolve Housing's 
case, we have used all 
allocated NRAS incentives and are now looking to acquire others so they 
do not go to waste. The introduction of a similar incentive, payable only 
to CHPs, not tradable and not to be used for student accommodation, 
can help solve Australia's affordable housing crisis. 



Key advocacy message #4 

Introduction of a payment or tax offset similar to 
NRAS to incentivise the growth of affordable housing 



Looking further ahead, we promote the establishment of a social 
housing bond at federal level. We also advocate for greater reliance 
on the CHP sector for the purpose of delivering outcomes in the post- 
National Disability Insurance Scheme (NDIS) environment. This is 
important because people with a disability should be afforded the tools 
and assistance to undertake their own journey home and, in many cases 
and with proper planning and management, the NDIS will enable them 
to live independently for the very first time in their own supported 
accommodation. 



THE INTRODUCTION OF A SUSPENSIONS 
POLICY AND INCREASINGLY ACCESSIBLE 
INFORMATION DATABASES MAY PROMPT 



MORE 
THAN 



10% 



OF EXISTING SOCIAL HOUSING 
RESIDENTS TO TRANSITION TO OTHER 
FORMS OF HOUSING, based on our estimations. 




. Evolve Housing booth at Western Sydney Homeless Connect 



Key advocacy message #5 
Greater reliance on community housing 
providers to deliver supported 
accommodation for people living with 
a disability 



Local level advocacy 

Our advocacy efforts at state and federal level are supported 
by strong engagement with local councils. Local government 
is where state and federal housing policy is rolled out. It is 
imperative to ensure all councils in all local government areas 
understand the thinking behind our prioritising the Journey 
Home and how we can work together to achieve outcomes 
that will strengthen people and communities. 



Journey Home Case Studies 

Vera's Story 

Vera was severely persecuted during the 
Chinese political turmoil in the 1970s because 
of her mixed heritage. Having suffered great 
personal loss, she arrived in Australia as a 
refugee 37 years ago. This is a story of how 
she found sanctuary in community housing, 
regain happiness and serendipitously, 
discovered the artist in her. 

This is her story. 

My name is Vera, I am 73 years old. I am from 
China and arrived in Australia 37 years ago 
on 27 July 1977. My father died when I was 
six years old and I was raised by my Russian 
mother in China. During the Chinese Cultural 
Revolution, my family was persecuted 
because my mother was Russian and we were 
considered to be foreigners. My husband died 
while trying to save a friend. I fled the country 
together with my mother and four children. 
We came to Australia as refugees under the 
Geneva Convention. I worked in a factory 
when I arrived to provide for my mother and 
four children. 

I was living with my son a few years ago, 
but he has his own family and children and 
I did not want to be a burden to them. So I 
moved in with my daughter Her place was 
quite small and she did not have a shower, 
but only a bathtub. It was difficult for me to 
step into bathtub and I fell down a few times 
and injured myself. My daughter was worried 



about me so she applied for community 
housing for me. 

I became an Evolve Housing resident one year 
ago and my life improved so much since then. 
I was invited to participate in many resident 
engagement activities. I actively take part in 
these activities because they help me stay 
alert and are beneficial for my health. The 
people I meet at these events are wonderful. 
I made new friends and they make me happy. 

The best part of living in this house is I can 
do what I want to do. Although I live alone 
but I like the tranquillity. It gives me time and 
space to do the things I like, namely writing 
and painting. One of my articles, 'Xiao Hei', 
was published in the newspapers in China 
and I even won an award for it. I am also an 
active member of my community. In honour 
of my volunteering services to the senior 
community I was awarded many certificates, 
including a leadership certificate by the City 
Council of Cabramatta. 

I am also a recipient of the Evolve Housing 
Friendship Aged Network* and am very 
grateful to the volunteers who regularly call 
me up to talk and check on me. 

* An Evolve Housing resident engagement program winere 
volunteers make weekly phone calls to elderly residents to 
chat and check on them. 





O 'My Journey Home: Vera's Story' 
Watch on ourYouTube Channel: 



Watch on our YouTube Channel: Evolve Housing 



Corporate Services and Finance 



In 2013-14, Evolve Housing attained an operating surplus of $4.4 million, improved 
our Information Communication Technology (ICT) infrastructure, conducted 
comprehensive review of our People & Culture policies and further enhanced 
communications through our digital and social media channels. 

The Corporate Services Team provides strategic financial services to the business 
and provides support services across Finance, Marketing and Communications, ICT 
and People & Culture (Human Resources), and works closely with all departments 
to ensure Evolve Housing is best placed to achieve its mission and goals. 

In this section of the annual report we: 

• present the highlights and achievements of the Corporate Services team in 
2013-14 

• review the team's performance against business objectives 

• provide a summary of the key support areas offered by the team 

• give an outline of the team's objectives for 2014-15 

2014-15 Objectives 

• Undertake a Future Proofing Business Technology Review to ensure the 
business is well positioned to meet future needs 

• Rollout a robust and responsive human resource management system 

• Further the reach and depth of our digital and social media 

• Actively participate and drive the creation of financial and business models 
that support and deliver a range of accommodation outcomes with a focus 
on the disability sector. 



report 



Highlights and Achievements 

In 2013-14, the Corporate Services team: 



^^^Hous/>,^ participated in the successful 

global mark 
v-' accreditation 

Global-Mark.com.au® p^Qgrgm 




WEBSITE 

BUILTTO 
HIGH WEB CONTENT 
ACCESSIBILITY GUIDELINES 
(WCAG) 2.0 AA 




\ 

reviewed all P&C 

policies and practices 

that delivered an 

integrated 

solution for 

our staff (y? 




SURPLUS 

$ 106.4m 


ICT INFRASTRUCTURE 
ENHANCED 

to ensure reliability & 
access for customers and 
staff accessible standards 


EQUITY 

1^$179.1m 




REVENUE 

$1 37.9m 

^10% 


50% 

reduction in costs to 
the business 



Information and Communication Technology 



Information and Communication Technology (ICT) is at the heart of our 
business processes, it make us accessible to our residents, enables us to 
reach out to our residents, community and stakeholders. ICT also enables 
us to manage our tenancies and services efficiently and effectively: 

• Reduce cost of doing business and improve productivity 

• Offer immediate connectivity— voice, visual, data— improving 
efficiency, transparency and accuracy 

• Provide less expensive means of communicating and transacting by 
removing the need for physical travel 

• Increase person centred choice and increased accessibility to 
information 

• Increase geographical audience reach of our communications 

This year our ICT team: 

• closed the gaps in security and reliability within the current ICT 
infrastructure 

• developed the ICT Usage policy in line with ICT best practise 
approach 

• finalised the Future Proofing Business Technology (FPBT) Program 

Our ICT plans for 2014-15 includes 

• developing a mobile device management solution 

• implement phase one of the FPBT Program to ensure we are well 
positioned to meet current and future needs 



Highlights and achievements 



Marketing and Communications report 

Evolve Housing uses digital and social media to raise awareness of our causes and work, promote our 
core values, and also to engage our tenants, stakeholders and supporters. In 2013-14, we launched 
a new website designed to high accessibility standards, continued our successful e-marketing 
campaigns, and significantly grew our social media presence. 

The Marketing and Communications team develops strategies to communicate our company's 
brand and vision, manages our digital and social communication channels and produces high-quality 
marketing content and audio-visual material in support of the business and all departments in 
achieving their business objectives. 

In this section of the annual report we: 

• give an overview of our digital and social communication initiatives 

• present the marketing and communications team highlights and achievements in 2013-14 

• summarises the team's objectives for the coming year 




DESIGNED AND 

PRODUCED 
IN HOUSETHE 
AWARD-WINNING 
201 2-1 3 ANNUAL REPORT 

'Most improved charity' 

2013 PwC Transparency Awards 
Bronze 

2014 Australasian Reporting 
Awards 

k ^ J 



The marketing and communications team has focussed during 2013-14 on growing our audience 
base to communicate key messages that promote our corporate brand, sector profile and aid in the 
delivery of our organisational purpose. 

Our key messages are: 

• Housing is cheaper than homelessness 

o 'Housing First' as the most effective way to tackle homelessness and housing stress. 

• Importance of innovative and targeted initiatives in addressing housing stress and homelessness. 

• Challenging the deeply ingrained stigmas attached to homelessness: 

o Violence against women as leading cause of homelessness among women 
o Family breakdown - Youth homelessness 

• Homelessness can happen to anyone 



Produced 



13 IN HOUSE 
VIDEOS 

communicating our key messages 



Established a 

SOLID DIGITAL & 
SOCIAL MEDIA 
AUDIENCE 

that includes key stakeholders, 
residents and the community 
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Bit 1 



E-MARKETING 





1 7.4o/o 

Average click through rate 
Industry norm 8.9% 



SOCIAL MEDIA 





POST 



44.4o/o t 

increase in Twitter 
followers 

2560 

Facebook Page Likes 
Up from 170 in 2012/13 

800 

Facebook post reach 
per week 



Gender of Facebook fans 

64% 36% 



Men 



Women 



Our performance at a glance 



WEBSITE 




To achieve our objectives, the goal of our digital and social media is to interact with and activate our audience by giving them compelling social 
experiences, and through this drive conversation to support our advocacy efforts. By having an active digital and social media presence, we offer 
stakeholders and supporters a window into our purpose and the way we operate; residents learn more about our scheduled events, training programs 
that we offer and opportunities to be more involved in the community. 

Our digital and social media activities also help us understand and respond to the needs of our residents. In addition to direct conversations on social 
platforms, we use surveys and analytics tools to identify trends, user behavior and areas for improvement. The feedback we collect through our digital 
channels is important for us to gain resident insights and contributes to our goal of supporting resident to sustain their tenancies. 



Marketing and Connnnunications 



In 2014 we launched our new website (http://www.evolvehousing. 
com.au) which is designed to the highly accessible WCAG 2.0 AA| 
accessibility standards. 



Raising awareness of the work we do 
and issues relating to housing stress and 
homelessness is enhanced through frequent 
social media communications on facebook. 
com/evolvehousing and on Twitter @ 
evolvehousing. 



Accessibility was the primary focus for the design of our new 
website and the information content presented on the site. By 
complying with WCAG AA accessibility standards and featuring high 
contrast colours, we made the site accessible to the widest range 
of people in the community, including people from diverse literacy 
backgrounds or those who are visually impaired. The new website 
is also optimised for viewing on different devices and screen sizes. 
Our new website performed exceptionally well. 



The number of our Facebook supporters and 
Twitter followers grew steadily over 2013- 
14. We touched more than 800 people each 
week with stories of our residents, news and 
commentaries on issues we care about. 



We also enjoyed having direct conversations 
with our residents and being able to help 
them with various enquiries. Our marketing 
and communications team dedicated time 
to respond to questions from our residents 
about Evolve Housing resident engagement 
events, training and support schemes. 



MORE^ 

THAN ' 
DOUBLED 

Average monthly 
age views of the 
^new website 



29% 



increase in 
unique visitors 



Email marketing 





We use email marketing as a more direct and personal way to 
reach our supporters and residents. We segment our recipient 
lists and send highly targeted email campaigns to achieve optimal 
open and click through rates. In 2013-14 we sent out an average 
of two email campaigns per month— including our quarterly 
newsletter 'Evolving News'— to our supporters and residents. 
Our campaigns consistently get an open rate of around 30 per 
cent and a click through rate of around 18 per cent, both higher 
than average industry benchmarks. 



2014-15 Objectives 



Our primary goal for the next year is to diversify the reach 
and depth of our digital and social media repertoire. By 
leveraging key influencers and posting relevant content, 
we want to engage stakeholders and thought-leaders in 
constructive dialogues, and ultimately drive advocacy 
efforts. 

Specifically: 

• Increase the effectiveness of our marketing 
communications to communicate our key messages 
through networking, digital and social media 

• Ensure we set the benchmark for innovative use of 
marketing and communication channels and mediums. 

• Be recognised by our peers and within the industry for 
our award winning business practices and talent 

• Source resident and housing insights to develop 
effective marketing and communication platforms 

• Use residentand housing insights to create meaningful 
engagement with our target audiences - key 
stakeholders, government, residents, general public 
and employees 



^SOO ^OD OAS 




Our finances 



Evolve Housing delivered a robust result with a net operating surplus of 
$4. 4m, some 19 per cent above 2012-13, an increase in income of 6 per 
cent and a healthy improvement in equity of $106. 5m. 

Evolve Housing documented surplus of $106. 4m in 2013-14, compared 
to $16. 7m in 2012-13. The financial performance was enhanced by 
capital non-monetary injections resulting from the vesting of assets 
from the NBESP (Nation Building Economic Stimulus Program). It should 
also be noted that the net operating result for 2013-14 included a one- 
off recognition of 254 units at fair market value of $101. 06m from the 
NSW government. 

Revenue from operating activities increased by 10 per cent ($3. 2m) 
in 2013-14. On a like-for-like basis, ignoring the one-off grant and 
recoverable expenses, this equates to an increase of 6 per cent or 
$2. 06m. The reason for the increase were six monthly rent reviews, 
an increase in the number of affordable housing properties, and the 
rental management fee received from an increased NRAS management 
portfolio. A breakdown of revenue is shown in the revenue graph on 
page 127. 

Expenses increased by5 percent or$l. 62m in 2013-14. Half of this was 
as a result of higher rental payments on our leasehold portfolio. We 
also spent more on repairs and maintenance inline with our strategic 
management budgets, and experienced higher staff costs. 

We appointed new positions to drive business growth. A breakdown of 



expenses is shown in the expense graph on page 127. 

This result was a reflection of strategic directed efforts to streamline 
process, minimise overheads and improve efficiencies. 

Evolve Housing's equity (net assets) increased from $72. 58m to 
$179. 07m for the 2014 financial year as shown in the graph on page 
126. This was mainly due to: 

• cash increasing by $11. 6m— from $10.1m in 2011-12 to $21. 7m- 
and is inclusive of $7m of a grant in advance funding recited for 
and on behalf of the joint venture with Pacific Link Housing. 

• debtors decreased by 13 per cent or $0.3m, from $2. 5m in 2012- 
13 to $2. 2m in 2013-14 financial year. 

• Non-current assets increased by 151 per cent or $109. Im, from 
$72. Im in 2012-13 to $181. 2m as a result of title transfer of 254 
unit at fair market value of $101. 6m, property revaluation value 
on the existing property portfolio and acquisition of addition 
investment residential and commercial properties thought the 
year. 

• Liabilities increased by $12. 9m, from $4.0m in 2012-13 to 
$16.9m, due to: 

receipting of the grant for the joint venture with Pacific Link 
of $7m as a lead participant of the project 
increases in provision for capital expenditures, operating 
costs aswell as planned maintenance from $1.07m to $3. 4m, 
demonstrating forward planning and forward thinking 



when it comes to large 
scale expenditure. We 
recognise all faceable and 
probable liabilities and 
plan for it in advance to 
help us secure our future 
and guarantee stability 
to our stakeholders. 

Our report card 2010-14 

Our report card provides a five- 
year trend of Evolve Housing's key 
financial and operational ratios, 
and KPIs to 30 June 2014. The trend 
analysis shows that we performed 
well against our financial and non- 
financial KPIs. 




Our report card 2010-14 

Key Performance Indicators ^ \ 2010 | 2011 
Tenant Satisfaction 

Overall satisfaction with the organisation (%) 94 
Service Development 

Total housing properties 1,896 1,994 
Finance Management 

Staff costs as % of total revenue (%) 12% 11% 

Property costs as % of total revenue (%) 72% 68% 

Administration costs as % of total revenue (%) 5% 5% 

Profitability Ratio - EBITDA/Operating Revenue (%) 10% 16% 

Liquidity Ratio - Current Assets/Current Liabilities 1.9 2.6 

Cash at end of year ($m) $3.42 $10.36 

Net profit ($m) $ 1.39 $ 3.66 

Operating Net profit ($m) $1.39 $3.66 

Retained profit ($m) $6.44 $8.99 

Total Equity $6^44 $8.99 

IHousing Management 

Arrears (%) (BM4%) *** I 2.2 F 1.5 

Income loss Due to Void and Vacancy as a % of 1.1 0.9 
Total Rental Income (BM 1%) 

Void days (BM 28 days)** 

Vacant days (BM 14 days) ** 

Number of tenants exiting the service because 

of possession order enforcement 

Human Resources 

Ratio of staff to lettable properties 1: 61 1: 47 

Number of full-time equivalent staff* 31 42 
*includes casual and part-time contractors, ** BM stands for bench mark. 

*** Aggregated rent arrears, which includes 2 per cent for rent arrears, and 2 per cent for bad debts. 



2012 2013 2014 



$ 10.36 
$3.66 
$3.66 
$ 8.99 
$8.99 



$ 13.82 
$4.22 
$4.22 
$ 14.76 
$ 55.86 



2,236 2,276 2,499 



$ 10.16 
$ 16.72 
$3.75 
$ 18.51 
$72.59 



$21.70 
$ 106.42 
$4.41 
$22.92 
$ 179.01 



1:44 1:37 1:32 



Data unavailable 



Financial performance 2010-14 



A five-year comparative analysis of our financial growth and outstanding performance, demonstrated and supports our 2013-14 results. 

Equity 



200 



150 



100 



50 




The Increase in accumulated equity is due to retention of healthy earnings 
each year and rise in restricted equity from transferred assets and 
revaluation reserves. 





2010 


2011 


2012 


2013 


2014 


■ 


Total Equity 


$6.4 


$9.0 


$55.9 


$72.6 


$179.0 


■ 


Retained Earnings 


$6.4 


$9.0 


$14.8 


$18.5 


$22.9 


■ 


Restricted Earnings 






$41.1 


$54.1 


$156.1 



2010 



2011 



2012 



2013 



2014 



' all numbers in millions 
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Surplus 

Substantial growth in generated surpluses over the financial year is 
underpinned by steady operating surplus and supplemented by a number 
of capital grants from government, including the transfer of titles for 254 
properties and small revaluation reserved on existing property portfolio. 







2010 


2011 


2012 


2013 


2014 


■ 


Operating 
Surplus 


$1.4 


$3.7 


$4.2 


$3.7 


$4.4 


■ 


Surplus 


$1.4 


$3.7 


$4.2 


$16.7 


$106.4 



' all numbers in millions 



150 




It 



Revenue 



A five-year comparative analysis of our revenue demonstrates increased 
number and growth in the revenue types and strong performance of 
traditional income types like rental proceeds and operational grants. 





2010 


2011 


2012 


2013 


2014 


H Total Revenue 


$21.7 


$27.8 


$30.7 


$46.6 


$137.9 


1 Revaluation 










$1.0 


H Revenue Rents 


$21.5 


$27.3 


$30.2 


$33.1 


$35.2 


B One off Grants 








$13.0 


$101.1 


H Other Income 


$0.2 


$0.5 


$0.5 


$0.5 


$0.7 



* all numbers in millions 



Expenses 

A five-year comparative analysis of our business expenses shows proportionate 
growth in each expense category against total expenses, indicating the use of 
sustainable business model of operations by Evolve Housing. 





2010 


2011 


2012 


2013 


2014 


1 Depreciation 


$0.6 


$0.1 


$0.3 


$0.2 


$0.2 


1 Employee 


$2.5 


$3.0 


$4.1 


$4.5 


$5.2 


■ Bad & doubtful debts 


$0.3 


$0.2 


$0.4 


$0.3 


$0.5 


■ Property expenses 


$15.7 


$18.8 


$19.1 


$22.4 


$22.4 


■ Financing Cost 


$0.2 


$0.6 


$0.5 


$0.6 


$0.6 


1 Administration 


$1.1 


$1.4 


$2.1 


$1.8 


$2.6 


Total Expenses 


$20.3 


$24.1 


$26.5 


$29.9 


$31.5 



» all numbers in millions 




Cost structure 

Costs as % of revenue, 2010-14 

Our staff costs as a percentage of revenue has 
increased from 12 per cent to 14 per cent and 
administration from 5 per cent to 7 per cent costs 
due to the growth in business and hence number of 
staff and the recruitment of new management staff. 



Profitability ratio 

EBITDA/0 pe rating revenue, 2010-14 

This ratio measures EBITDA as a percentage of operating revenue. Evolve 
Housing demonstrates consistent growth in profitability ratio compared to 
the previous financial years is primarily due to company growth underpinned 
by process improvements and savings due to scale. 

Cash balance 

Our year-end cash balance at 30 June 2014 was $21.7 million. This is $10.1 
million more than the previous year and a total increase of $18.2 million 
since 2010. Evolve Housing has a very strong cash position to deliver 
sustainable communities through the provision of affordable housing to low- 
to moderate-income earners. 



I Employee 

I Depreciation 
I Bad & doubtful debts 
I Property expenses 
I Financing Cost 
I Administration 



3.5 




Liquidity ratio 

Current assets/current liabilities, 2010-14 

The working capital (liquidity) ratio measures Evolve Housing's ability to repay its 
short-term debt using short- term assets. The liquidity ratio at 30 June 2014 was 
1.5 which indicates that Evolve Housing has a good capacity to meet its short-term 
financial commitments. 



Arrears 

Rent arrears as % of revenue, 2010-14 

This ratio measures our rental arrears as a percentage of operating revenue, and is well 
below the aggregated industry benchmark of 4 per cent, which includes 2 per cent for 
rent arrears, and 2 per cent for bad debts. 



Voids and Vacants 

Connbined income loss due to Void and Vacancy as a % of Total Rental Income, 2010-14 

This percentage measures the combined void and vacancy rental income loss as a 
percentage of total rental income. Void and vacancy is derived from properties being 
unavailable for letting due to maintenance work requirements. This is within the 
industry benchmark of 1 per cent for voids and vacants. 





Five-year financial results at a glance (A$) 



The extract is produced from our audited Financial Report 2014, that is available at www.evolvehousing.com.au or by contacting Evolve Housing. 



How much we... 


Where does all the money come 
from? 


2010 


2011 


2012 


2013 


2014 


Revenue 


...charged tenants for living in the 
properties 


Rents 


4,976,248 


9,364,960 


11,313,833 


13,519,812 


14,954,147 


...received from government 


Non-operating Grants such as 
SEPP 10, Capital Grants 


973,413 


190,866 


54,555 


1,321,257 


0 


...received from government 


Operating Grants received 


6,230,898 


9,331,129 


10,072,866 


10,575,153 


11,284,215 


...received from investment of surplus 
funds 


Interest 


130,214 


240,071 


328,293 


649,452 


384,049 


...received from other activities 


Fees for service, water usage, 
tenant reimbursement 


876,896 


132,626 


315,062 


352,487 


425,900 


...received from government 


Other contribution - properties 
vested 






43,400,000 







Total Revenue (Excluding Other Contribution) 


13,187,669 


19,259,652 


22,084,609 


26,418,162 


27,048,311 


Expenditure 


Where does all the money go? 


...spent renting properties 


Rents paid 


-7,731,288 


-12,162,616 


-13,011,627 


-14,401,092 


-15,919,794 


...spent on property rates & utilities 


Rates and utilities 


-562,610 


-804,930 


-1,017,297 


-1,306,753 


-1,481,775 


...spent on maintaining the properties 


Maintenance 


-985,221 


-1,955,814 


-2,409,567 


-2,144,408 


-2,551,892 


...spent on other property expenses 


Insurance & other property 
expenses 


-678,586 


-1,028,997 


-934,324 


-1,177,210 


-979,577 


...allocated on other property expenses 


Depreciation 


-34,227 


-135,881 


-279,203 


-787,394 


-833,298 


...spent on administration expenses 


Administration and overhead 
expenses 


-351,812 


-651,641 


-816,505 


-1,214,522 


-1,629,384 


...spent on salary and related costs 


Management expenses 


-848,944 


-1,532,390 


-2,023,830 


-2,983,252 


-3,513,457 


Total Expenditure 


-11,192,688 




-20,492,353 


-24,014,631 


-26,909,177 





Economic dependency note 

Evolve Housing is reliant on government subsidies, grants and resources, and income generated from our tenants' rent and tenancy charges. We do not rely on donations 
to fund our operations. Our major sources of revenue are identified in the revenue graph on page 134. 




Balance Sheet 



...were owed by our tenants and others 
...had in the bank 

...had paid for property, furniture and 
equipment 

...owed to members and others 



Net Assets 



...have retained to provide for Planned 

IVIaintenance Program 

...have retained to provide for assets 

...have retained to provide for future 

property development 

...have retained for future activities 



Total Equity 



Debtors 1,803,010 2,136,779 2,662,687 3,226,468 3,300,514 

Cash assets 4,619,417 7,746,993 11,436,818 10,609,766 10,733,902 

Property, plant and equipment 1,896,695 2,175,745 45,393,630 46,105,774 47,377,159 



1,803,010 



2,662,687 



3,226,468 3,300,514 



Liabilities 



Reserve 

Assets Revaluation Reserve 
Other Reserve 

Retained profits 



-1,329,523 -3,548,133 -5,989,494 -4,034,839 -3,788,247 



6,989,599 8,511,384 53,503,641 55,907,169 57,623,328! 



2,232,856 2,232,856 2,232,856 2,232,856 0 



1,870,002 2,060,867 2,098,422 2,119,678 



1,577,02 4 
0 



2,886,740 4,217,661 49,172,362 51,554,636 56,046,304 



6,989,598 8,511,384 53,503,640 55,907,170 57,623,328 
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'My Journey Home: Lorraine's S 

Watch on ourYouTube Channel: E 



Journey Home Case Studies 

Lorraine's Story 

Lorraine is a single mother and was living 
in a women's refuge before she became a 
resident of Evolve Housing. She has since 
then gained employment with one of our 
partner companies. 

This is her story. 

My name is Lorraine and I am 46 years 
old. I am originally from Auckland, New 
Zealand and have been living in Australia 
since 2000. 1 was living in a women's refuge 
after my ex-husband and I split up when I 
was offered a place by Evolve Housing. It 
came right when I needed it. It became my 
son and my home and we loved it. 

As a single mother, being able to provide 
for my son was the biggest challenge I 
faced. I wanted to be able to give him a 
decent quality of life but I did not have 
a job back then so I struggled to do that. 
However I was always grateful for having 
a place of my own. I did not know where 
my life was heading prior to getting the 
house. When I did, it gave me a base to 
start pulling myself up and out. It gave my 
son and I a solid foundation to begin life 
again. I told my son we could now get a 
bike, or get a dog, because we now have a 



backyard. It feels like home. 

I am a qualified gardenerand was lookingfor 
work. I read about the Tenant Employment 
Support Scheme (TESS)* in Evolve 
Housing's newsletter and decided to send 
in an application. One of Evolve Housing's 
partners, SR construction, was hiring at that 
time. They rung me up to offer me a job and 
I gladly took it. 

Once I was employed again I begin to open 
myself up. I used to keep to myself, but I 
am very good with people. My job allows 
me to connect with people and I love that. 
I know many of our clients personally and 
make sure I help them as best as I can, not 
just in gardening but also in other matters. 
It makes me feel good to be able to help and 
give back. 

My biggest dream is to one day own my 
own home. If I could I would actually buy 
the house I am in now, and renovate it. 
Australia is my home and I would like to stay 
here with my family. 

*The Evolve Housing Tenancy Employment Support 
Scheme (TESS) Is designed to financially assist tenants 
who are starting work for the first time or re-entering the 
workforce after a break. 



Our people 



To deliver quality services and achieve our strategic goals, our 
people must have the skills, ability and passion to provide an 
excellent service experience, both internally and externally to the 
business. 

People and Culture 

The People & Culture function contributes to the growth and success 
of the business by translating business needs into compliant and 
fluid people solutions. 

The team operates as a service and solution based business 
partner offering expertise, support and advice across all facets of 
the employee life cycle. Significant focus is also placed on applying 
effective recruitment, selection and retention practices to ensure 
we attract and retain the right talent. 

2014-15 Objectives 

In 2014-15, our aim is to strengthen the leadership capacity and 
competencies of our leaders and management teams, arming 
them with the tools, skills and knowledge required to successfully 
lead change management, undertake continuous improvement 
activities and to develop, inspire and empower their teams to 
achieve greatness and deliver against strategic outcomes. 

Our primary objective is to position Evolve Housing as an employer 



of choice within and external to the community housing sector 
Highlights and Achievements 

In 2013-14, the People & Culture team: 

• achieved Global Mark accreditation, receiving a 'surpassed' grading 
for Staff Management & Development 

• designed and implemented a Performance Review Program (PRP) 
linking strategic objectives to individual performance plans 

• allocated a dedicated budget to learning and development and 
established an organisation-wide learning and development plan for 
2013-14 

• developed an integrated framework of People & Culture policies, 
procedures and processes 

• reviewed remuneration and benefits practices to ensure market 
competitiveness 

• conducted a comprehensive review of position classifications for 
award-based roles 

• continued to strengthen the impact of the Social & Employee Inclusion 
Committee 

• in partnership with a number of CHP's we delivered a Diploma of 
Business to a range of staff 

Employee Profile 



Evolve Housing's employees are a dedicated team who have a diverse 
range of skills, experience and cultural backgrounds. On our journey of 



Our people 



growth Evolve Housing appointed three new General Managers 
during 2013-14 to ensure we are well positioned to meet future 
opportunities and challenges. 

As at 30 June 2014, we have 72 employees engaged on a full-time 
or part-time basis under permanent, fixed-term or temporary 
engagements that operate from our centrally located head office 
in Parramatta. In the past year we have seen a 15 per cent growth 
in employee numbers and continue to have a stable workforce 
of predominantly permanent employees as illustrated in the 
following chart. 



Evolve Housing staff by employment type 

I Permanent, full-time 

I Permanent, part-time 

I Fixed contract, full-time 

I Fixed contact, part-time 

I Casual/part-time 
contractors 



Since 1 July 2013, we have experienced a low turnover of 12 per 
cent, below the NSW community housing sector average of 17 
per cent, as published in the NSW Federation of Housing NSW 
Community Housing Workforce Report 2013. 

The tenure of ouremployees is represented in the following chart. 




*Does not include casual/part-time contractors as they are not directly employed by Evolve Housing (3 employees in 
2013-14) 



Workplace Culture and Employee Well-Being 

Our core values of inspiration, honesty and integrity, empathy, 
accountability and respect underpin our work practices and are the 
foundation for a range of people-related processes, including recruitment 
and selection and performance management. 

To ensure employee well-being, we actively sought ways to assist employees 
to feel engaged in the work they undertake and the environment they 
work within. 

Workplace flexibility is available to employees to assist them in achieving 
work/home balance while ensuring continued productivity. Our Social 
and Employee Inclusion Committee is predominantly comprised of non- 
management level employees who volunteer their time to champion the 
coordination of activities and initiatives throughout the year with a focus 
on employee engagement. Examples of such activities include but are 
not limited to - 2013 City2Surf, raising funds for Swags for the Homeless, 




fundraising for Bear Cottage, an event to celebrate International 
Women's Day and fundraising for the 2014 Vinnies CEO Sleepout. 

'Connections' meetings -our monthly all-staff gatherings hosted by the 
CEO is an opportunity to share company information and milestones in 
all-inclusive and open environment. 

Respect, Equity and Diversity 

Cultural and Diversity Awareness 

We firmly believe that "strength lies in differences, not in similarities", 
to quote Stephen R. Covey. 

Within our organisation, we place an importance of respecting, 
understanding and valuing diversity as both our workforce and our 
customer base represent a culturally and gender diverse group of 
people. We achieve this through the delivery of ongoing training and 
workshops focused on understanding and embracing diversity, cultures 
and language barriers. Evolve Housing is equally committed to equal 



More about our staff ... 

• 3 per cent of our staff identifies Aboriginal and/or Torres 
Strait Islander 

• 11 other languages other than English spoken at home 
(Arabic, Vietnamese, Samoan, Cantonese, Italian, 
Spanish, Tagalong, Greek, Portuguese, Macedonian, 
Mandarin) 

• 33 per cent of our staff were born outside of Australia 



employment opportunity practices with every current and potential 
employee being given a fair and equitable chance to compete for 
appointment, promotion, transfer, training, development and terms of 
employment. 

Learning and Development 

Our employees are provided with a genuine opportunity to learn, 
develop and grow in the workplace - both personally and professionally. 

We encourage participation in effective learning and development 
through a variety of informal and formal activities, such as coaching, 
mentoring, self-paced learning, formal training, secondments and 
opportunities to act up in higher level roles. 

In 2013-14, we had the opportunity to partner with Astute Training to 
host a shared learning experience with employees of Evolve Housing 
and other CHPs to undertake a Diploma of Business delivered on site 



Evolve Housing staff by gender 




Male 



Fennale 



Evolve Housing staff by age 




Less than 24 years old 
25-34 years old 
35-44 years old 

45-54 years old 
55 + years old 



in our "Yellamundie" training room. Formal training initiatives ensure 
we develop emerging leaders and workplace champions across the 
sector 

Learning and development is a focus so as an organisation we actively 
support and participate in a variety of activities including industry 
and government hosted events, conferences, forums and networking 
opportunities. Other examples of professional and personal 
development undertaken by our employees this year include - 
management certificates and courses, director training, trade courses, 
customer service training, social/cultural/diversity awareness training, 
communication training and OHS training. 

Attract, Recruit and Select 



To attract, select and retain top talent to work at Evolve Housing we 



Evolve Housing staff by education level 




Year 10-12 

Certificate I, II, III or IV 
Diploma/Advanced Diploma 

Degree 

Masters 

Other 



apply standardised recruitment practices and afford all candidates with 
equal employment opportunities. 

Where feasible, we manage recruitment activities in-house but engage 
alternative service providers where specialist skill sets and/or experience 
is required for a particular role. 

During 2013-14, we were host to a number of students on work placements 
forming part of their studies being undertaken at the University of Western 
Sydney. Work placement experience at Evolve Housing facilitates a two- 
way learning and development opportunity for both the student and our 
employees. 



Remuneration and Benefits 



To remain market competitive we constantly review remuneration and 
benefit practices to ensure internal equity, parity within the community 
housing sector and competitiveness with the relevant external job market. 
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A remuneration strategy is due for completion in the latter half of 2014. 
Performance Management 

In 2013, we undertook an analysis review of our performance 
management practices and developed a performance management 
policy. The policy affirms our genuine intent to manage both over and 
under performance in an equitable, consistent and consultative manner. 

The user-friendly performance review process has employee 
performance directly aligned to high level strategic objectives, enables 
greater individual engagement, accountability and contribution to the 
success of the organisation. 

We developed and implemented a new integrated performance review 
program that underpins activities related to performance management, 
learning and development and career, and succession planning. 

Evolve Housing staff by gross base salary 



B <$50K 

■ $50 -$59 K 
B $60 - $69 K 

■ $70 - $79 K 

■ $80 - $89 K 

■ $90+ K 





Journey Home Case Studies 

James' Story 

James was homeless for 20 years. He 
was battling mental health problems, 
a crippling drug addiction and on the 
brink of a life of desolation when he 
came to Evolve Housing. Despite multiple 
obstacles and overwhelming odds, James 
came out a changed man after being 
given a house and some support to help 
him on his way. 

This is his story. 

My name is James, I am 50 years old. I 
lived on the streets of King's Cross for 20 
years. I was living under buildings and 
had drug use and gambling problems. My 
family knew what I was doing but I did 
not want them to see me in that state. I 
was in a very dark place. 

It took me a lot of courage to decide to 
turn my life around. I had lost everything 
and had nothing to lose. I went to the 
doctor, and that was daunting. They told 
me I had Bipolar Disorder and ADHD 
(Attention Deficit Hyperactivity Disorder). 
I started to take medications and slowly 
gain control of my life again. 
My doctor was concerned that I would 
relapse so he helped me apply for 




community housing. Within three weeks I 
was given a place to live by Evolve Housing. 
I moved off the streets and moved into my 
own place for the first time. It felt surreal. I 
was incredibly grateful to have been given 
this opportunity. The place is mine and I 
feel safe in it. It's my responsibility and I 
make sure it's tidy and well taken care of. 
And like everything, you look after it and it 
will look after you. 

I am also very thankful to have met Maria, 
my first housing manager. She was very 
supportive and gave me the confidence to 
start over my life. Her values and beliefs 
have had an impact on me when I was 
in a vulnerable point in my life. She went 
beyond her means to help me and is just 
an unbelievable person. 

Looking back, I was lucky I survived this 
journey. I really am one of the lucky ones 
who can say that I came out the other end. 
Many people don't. We are human beings 
after all, sometimes when we are down on 
our luckwejust need some encouragement 
and help. I am glad I got mine through 
community housing. Without it I will not 
be where I am today. 




O'My Journey Home: James' Story' 
Watch on our YouTube Channel: Evolve Housing 




Resident Insights 

Who they are oemograph ic profile of our residents 



Evolve Housing residents are diverse coming from multi-cultural backgrounds with 
varying levels of education, literacy, English skills and age. 



Evolve Housing Residents by Housing Types 2014 




KEY 

I Single person household 

2 person household 
I 3 person household 
H 4 or more person household 
H Household with disabled person 
H Elderly tenants (single or couple) 
H Sole parent with one or more children 



Evolve Housing Residents by Age 2014 




KEY 




1 0-5 years 


■ 35-44 years 


1 6-12 years 


■ 45-54 years 


B 13-17 years 


1 55-64 years 


■ 18-24 years 


1 65+ years 


■ 25-34 years 





We know from quantitative research conducted about our 
residents throughout 2014 that: 



36.2% 

IDENTIFY WITH 

BEING AUSTRALIAN 



»4 



58% 

of total households made 
upof disabled, aged and 
sole parent households 



41.6% 

of our residents identify 

ENGLISH AS THEIR 

FIRST LANGUAGE 



^ ^ RESIDENTS 

55 YEARS 



96 

DIFFERENT COUNTRIES 
^ OF ORIGIN 

33 ^ 

LANGUAGES SPOKEN 



25% 1 



RESIDENTS 
AGED BETWEEN 



13T0 24 
YEARS 



18 TO 24 YEARS AGE GROUP 

BIGGEST 
GROWTH 



TWICE AS 

MANY 

male residents as there are 
females residents 



Evolve Housing Residents by Gender 2014 




KEY 

B Female 
■ Male 



Employment 

We develop programs that help residents gain professional skills and 
life skills that can help them cross the social and economic divide, 
'breaking the cycle of unemployment', and engage residents in their 
community to help promote social inclusion. 

Since 2011 between 31 and 32 per cent of Evolve Housing households 
have been employed which, according to ACOSS Australian Community 
Sector Survey 2013, is 6 per cent greater than the norm of 25 per cent 
for social housing. 

Biggest issues and concerns our residents face 

We know from our internal surveys that the top three concerns for our 
residents are: 

• money management 

• family and health 

• professional development 



Evolve Housing Residents by Employed Households 2014 




Education and emotional support also rate quite highly as issues our 
residents are concerned about. 



Resident Insights 



What they think of US Results from our 2014 Tenant Satisfaction Survey 

Homelessness 



Have you ever been homeless? 

70% 




KEY 



No, have never been homeless 

Yes, short-term or emergency accommodation (e.g. refuge, crisis shelter, living with friends/family temporarily, couch 
surfing) 

Yes, hotel/motel, caravan park or other temporary accommodation {except while on holiday, travelling or during home 
renovations) 

Yes, sleeping rough or in non-conventional accommodation (e.g. in a park or on the street, living In buildings not meant 
for habitafion e.g. office building) 



Housing Services 



How much has your life improved since living in an Evolve Housing Property? 


57% 


25% 


14% 







How satisfied or dissatisfied are you that your rights as a tenant are upheld by Evolve Housing? 



51% 


37% 


8% 






How satisfied or dissatisfied are you that Evolve Housing treats you fairly? 


51% 


38% 


6% 







How satisfied or dissatistied are you with the value for money for the rent you pay? 


45% 


40% 


7% 


6% 





Overall, how satisfied or dissatisfied are you with the services provided by Evolve Housing? 



7% 6% 



3% 
2% 



•2% 

'2% 



•3% 
-2% 



'2% 



-2% 



KEY 



Greatly improved 
Slightly Improved 
Stayed the same 
Slightly declined 
Greatly declined 



KEY 

B Very satisfied 
^ Fairly satisfied 
^ Neither 

B Fairly dissatisfied 

H Very dissatisfied 



Complaints and appeals 



Do you know how to appeal Have you made a complaint to Evolve VO" know how to make a 
a decision made by Evolve Housing? Housing in the last 12 months? complaint to Evolve Housing? 

1^^^ 


KEY 

^ Yes 
^ No 

1 Unsure 




Overall, how satisfied or dissatisfied are you about how your complaint was dealt with? 


KEY 

^ Very satisfied 
^ Fairly satisfied 
^ Neither 

1 Fairly dissatisfied 
^ Very dissatisfied 




1 24% 29% 11% 


21% 


15% ^^^^H 





Neighbourhood 



Overall, how satisfied or dissatisfied are you with your neighbourhood as a place to live? In the last three years, would you say your 




Resident Insights 



Repairs and Maintenance 



Have you reported a repair to Evolve 
Housing in the last 12 months? 




Are you aware of repairs 
reponse times? 




KEY 



I Yes 
I No 

I Unsure 



In relation to your last repair, how satisfied or dissatisfied were you with the following: 
My call was answered in a timely manner or my phone message was returned promptly? 



8% 5% 4% 



The staff were helpful and attentive 



7% 4% 



The contractor was respectful and courteous towards me and my property? 



57% 


29% 


8% 





-2% 



■3% 
-2% 



Overall, how satisfied or dissatisfied are you with the quality of the repair carried out at your home? 



10% 7% 5% 



How did you report your repair? 




KEY 

Via email 

Tlirough the maintenance call centre 
^1 In person 

^1 With repair team 

^ Other 

^1 With housing manager 



KEY 

^ Very satisfied 
^ Fairly satisfied 
^ Neither 

B Fairly dissatisfied 
^ Very dissatisfied 



Overall, how satisfied or dissatisfied are you with the condition of your home? 




Overall, how satisfied or dissatisfied are you with the repairs and maintenance services that Evolve Housing provides? 


40% 


40% 


9% 


7% 


^3% 



Tenant engagement 

How satisfied or dissatisfied are you with the way Evolve Housing involves tenants? 



How satisfied or dissatisfied are you that Evolve Housing listens to tenants' views and acts on them? 


37% 


38% 


16% 


6% 




-3% 



How satisfied or dissatisfied are you that tenants are able to influence Evolve Housing's decision-making? 



5% 4% 



KEY 

I Very satisfied 
^ Fairly satisfied 
^ Neither 

B Fairly dissatisfied 
H Very dissatisfied 



KEY 

B Very satisfied 
^ Fairly satisfied 
^ Neither 

B Fairly dissatisfied 

H Very dissatisfied 



Communication 



How satisfied or dissatisfied are you with the way Evolve Housing provides you with information? 

•2% 

Overall, how satisfied or dissatisfied are you with communication with Evolve Housing? 

•3% 
^3% 



KEY 

1^ Very satisfied 
^ Fairly satisfied 
^ Neither 
B Fairly dissatisfied 

H Very dissatisfied 



Acknowledging our partners 



Through partnerships, Evolve Housing is able to develop programs that help residents gain professional skills and 
life skills that can help them cross the social and economic divide and engage residents in their community to 
help promote social inclusion. 
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Alice's Cottages 

Anglicare Australian 

Arabic Communities Council 

Asset Trade Services 

Astute Training 

Australian Red Cross 

Bonnies Women's' Refuge 

Canterbury Youth Services 

Catherine Villa Catholic Care 

CatholicCare 

CatholicCare Aged 

Cerebral Palsy Alliance 

Community Restorative Centre Inc 

CRC Justice Support 

Disability Services Australia 

Erin's 

Holroyd Youth Services 

Independent Community Living Australia 

Islamic Council 

Lifetime Care and Support Authority 
Mackillop Family Services 



Marian Centre ^I^S 

Marist Youth Care ^ 

Mary's Place 

Mission Australia 

Muslim Women's' Association 

Nepean Youth Accommodation Services 

NESH New Horizon Enterprises 

Northcott 

NSW Schizophrenia Fellowship 

Pam's Place 

Richmond Fellowship 

Royal Sydney Rehabilitation Centre 

Salvation Army 

Salvation Army First 

SR Construction 

St Michael's House 

Uniting Care Burnside 

Uniting Care Mental Health HASI Services 

Wesley Supported Accommodation Services 

Western Housing For Youth 

Westmead Hospital 
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Abbreviations 



ACOSS 


Australian Council of Social Service 


ARHSEPP 


Affordable Rental Housing State Environmental 




Planning Policy 


ASB 


Anti-social behaviour 


BM 


Benchmark 


CALD 


Cultural and linguistic diverse 


CAPMH 


Community and Private Market Housing Directorate 


CBUS 


Centrelink Business Online Service 


CDRG 


Community Development Resources Grant 


CHLP 


Community Housing Leasing Program 


CHP 


Community Housing Provider 


CRA 


Commonwealth Rent Assistance 


DV 


Domestic Violence 


EBITDA 


Earnings before interest, taxes, depreciation, and 




amortization 


ELT 


Executive Leadership Team 


Evoloan 


Evolve Housing No Interest Loan 


EVoR 


Electronic Verification of Rent 


FAN 


Friendship Aged Network 


FPBT 


Future Proofing Business Technology Program 


GESS 


Evolve Housing's Strategic Plan 2013-16 


HASI 


Housing Accommodation Support Initiative 


ICT 


Information Communication Technology 



KPI 


Key Performance Indicator 


LGA 


Local Government Area 


LRG 


Local Resident Group 


MOP 


Maintenance Outsource Program 


NABoH 


New Age Boarding House Projects 


NBESP 


Nation Building Economic Stimulus Program 


NCAT 


NSW Civil and Administrative Tribunal 


NDIS 


National Disability Insurance Scheme 


NHSC 


National Housing Supply Council 


NRAS 


National Rental Affordability Scheme 


NRAS4 


National Rental Affordability Scheme 




Round 4A Capital Grant 


NR5SR 


National Rental Affordability Scheme 




Round 5 Shovel Ready 


OHS 


Occupational Health and Safety 


PRP 


Performance review plan 


RASAID 


Ryde Area Supported Accommodation for 




Intellectually Disabled 


SAIF 


Supported Accommodation Innovation Fund 


SMS 


Short Message Broadcast 


TESS 


Tenant Employment Support Scheme 


WHS 


Work Health and Safety 
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HOUSING 

Community minded. Community driven 



Henry Dodd House 
9- 13 Argyle Street 
Parramatta NSW 21 50 

PO BOX W1 24 Parramatta Westfield 
NSW 21 50 

Call 1 300 692 245 or 02 8862 1 500 
Fax 02 8862 1 599 






Email info@evolvehousing.com.au 
Website www.evolvehousing.com.au 



Providing innovative liousing services and solutions to those most in need. 



